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Abstract of thesis entitled: 
Identification Process of Flight Attendants: A discursive pattern analysis 
Submitted by Liu Kit Hang Katie 
For the degree of Master of Philosophy in Communication 
at The Chinese University of Hong Kong in December 2003 
This research performs a discursive analysis of flight attendants, attempting to study how 
a new identity is constructed through interactions in different contexts. Social theorists 
mainly focus on the notions of ‘socialization’ and ‘internalization’ when they deal with 
the concept ‘identity，. This thesis analyses the identification process in a three-stage 
framework through participant observation, interviews and textual analysis. The first 
stage is about the suppression of existing identities. This stage focuses on how an identity 
becomes salient; how existing identities are being suppressed; and how an individual 
leams about the new identity through past experience as well as from the environment. 
The second stage is the formation of a new identity; it focuses on different discursive 
tactics of constructing a flight attendant identity, organized in the discourse of capital, 
sign and space. The third stage is the maintenance of the built identity. We focus on the 
effort the company has made to sustain the identity of flight attendant every year through 
a monitoring and evaluation system, which quantifies the level of identification of each 
flight attendant. Through daily practices in private and social life, "Loyalist，’，"Listener", 
"Dreamer" and “Rejecter，，flight attendants will 'internalize' such discursively produced 
notions and take it as a ‘core part' of oneself. Instead of becoming a tame lamb after 
formal training, flight attendants are found to identify with rules that contradict to the 
company's good. The conclusion of this thesis proposes that flight attendants' identity is 
first strongly bonded with sets of private rules than with what the company has taught. 
The relationship between the public and private culture is nomadic rather than a form of 
resistance. Second, it reveals how the process of identification gets along with the process 
of consumerization. Thirdly, it criticizes the term ‘internalization，as a dichotonny 
concept. 
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Chapter 1 Introduction: Flight Attendants in Hong Kong 
Research Objective 
With the development of tertiary industry, Hong Kong has been dominated by the service 
industry for more than two decades. According to the figures from the Hong Kong census 
and Statistics Department, contribution of air transport to the GDP has risen from one 
percent in 1980 to 2.4 percent in 2000 and people engaged in the air transport industry 
increased from 6,241 in 1980 to 23,440 in year 2000. Among different service sectors, 
the air hostess industry has been given a professional and pretty image. It was regarded as 
a good job in the past and has high social status. As air travel has become more popular, 
flight attendants' social status has been lowered and their identity has changed. TW 
company has taken up a major role in making these changes. Samsara Airways, a leading 
Asian airline, similar to many other corporate organizations, shapes its employees into its 
ideal type through different discursive tactics to manipulate the lifestyles of flight 
attendants. As there has been no local research on flight attendants' identity formation, 
this study is heuristic. This thesis also provides another angle and sets of data to study 
identity besides the famous Hochschild's (1983) study of flight attendants from the eyes 
of the company taking a subject position of an outsider. She framed flight attendants as 
'emotion labor,' which assumed a real self underneath and believed that the true human 
feeling will be rediscovered once we unmask the managed heart and commercialized 
feeling of flight attendants. The building of identity, or mere precisely the construction of 
occupational culture, is more complex and involves interactions of different contexts. The 
discrepancy between what flight attendants actually identify with and what the company, 
public and scholars perceive flight attendants to be are astounding. Therefore, this thesis 
aims to ask the question, "How do flight attendants identify with both official and 
unofficial rules during the identification process?" Flight attendants have to identify with 
the formal rules of the company as well as the informal rules of colleagues. However, 
these two sets of rules are sometimes contradictory to one another. The significance of 
the thesis is to give a new theoretical view in the process of identity' formation. 
1 
Flight attendants of Samsara Airways 
The image of Samsara Airways' flight attendants has been changing over the past five 
decides. Between the 1950s and 1960s, flight attendants had a very high status and 
income�Flight at endants are generally thought to be pretty, elegant, nice and fluent in 
English. It has been a dream job for most Hong Kong woman and a family is proud to 
have a daughter who works as a flight attendant. During the 1970s, flight attendants were 
still admired by the general public. The 1980s saw the beginning of change, brought 
about by the increasing popularity of air travel due to the worldwide economic boom. 
Samsara Airways developed rapidly and recruited thousands of flight attendants. The 
physical appearance of Samsara Airways' flight attendants has become a target to slur at^i 
Escalating with different rumors about flight attendants, such as flight attendants working 
as prostitutes, that they are having sex with pilots and flirting around with passengers, 
flight attendants have been reduced to a sex object3 and addressed as，飛雞，(flying 
prostitute)"^. People also make fun of the saying 'coffee, tea, or me'^. At the end of the 
1990s, there was an email circulating massively showing a girl in flight attendant uniform, 
taking off her clothes in a hotel room, which has received enormous coverage in 
newspapers. The airline official clarified the issue and promised a detailed investigation. 
Now in the 2000s, due to the global economic downturn, it has become more difficult for 
university graduates to find jobs, and so many of them turn to work as flight attendants. 
This collaboration of memories, rumors and culture form a collective image of flight 
attendants, both positive and negative. Flight attendants remain sort of an elegant yet 
mysterious occupation. Most people only base on their own imagination to project on 
1 Although I have sent a request to the Airline for general data on flight attendants' income, education level 
and number of candidates during recruitment days, I never got a reply. Therefore most of the discussion on 
flight attendants' image, income and education level was provided by my informants. 
2 "Samsara's flight attendant is the ugliest, very scary," commented Larry, a Hong Kong man in his 
twenties who worked as marketing executive, and has traveled with Samsara before. 
3 "There are many photo albums, usually photos of insurance agents and flight attendants and we choose, 
then they will arrange a dinner for to meet," said Mr Yiu ,^ a director of an investment company. 
4 It is a term provided by my informants when we are talking about the negative image of flight attendants. ‘ 
"Flight attendant is same as 飛雞(flying prostitute), many people say that," said Che, a corporate salesman. 
5 When I was ‘flying’ as a flight attendant, there were times that passengers gave me a business card with a 
note saying that they would like to meet me at a hotel. There were also passengers who will look at the 
name badge and ring to the hotel where flight attendants are staying, trying to ask them out for a drink. I 
have become friends with one of the passengers and he told me after one year that when he first met me he 
wanted to have a one night stand with me. 
2 
flight attendants and have no idea of what the life of flight attendants really is. Samsara 
Airways, which has received many awards, recruited 200 cabin crew in 2002 and hired 
SOOmore in 2003 and 2004.6 Samsara Airways has a training centre to train new joiners 
in a six and a half weeks intensive training course to teach individuals about the 
company's expectations, social grammar and mould them into the type of flight attendant 
the company wants. 
The company wants its flight attendants to be able to handle people with sensitivity, treat 
passengers like a ‘best friend，，serve straight from the heart and promote the company. 
This involves emotional management to treat a stranger like our own best friend and 
therefore flight attendants are regarded as emotional laborers. However, simply 
identifying with what the company teaches is not being recognized as an insider; new 
joiners also have to identify with other sets of unofficial rules. The massive recruitment 
of flight attendants by Samsara Airways, the leading position of the Samsara Airways and 
its resourceful training centre make it a good case for studying the formation and 
construction of flight attendants identities. 
6 Figures from the airline's annual report 2002. 
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Chapter 2 Literature Review: Identification, Socialization and 
Internalization 
Conceptualization, Identity and Identification 
Instead of a fixed entity, identity is a process of becoming across time and space, a 
"moving towards rather than an arrival," (Barker, 1999:15). Enlightenment philosophers 
conceive self as essential, unitary, fixed and unchanging. There is a discemable 'truth' 
out there and a ‘real，self that can be reclaimed or uncovered. More discussions on 
identity appeared in the 1930s, when Mead (1934) studied the relationship between self 
and the society. Later, Goffman (1959) introduced the idea of "dramaturgy", claiming 
that we are wearing a mask and performing in front of others in our daily life. To 
Goffman, "minds are private," which others cannot read and behind the mask, there is an 
‘inner’ self which is different from the 'performing' self. In recent years, social and 
cultural theorists and psychologists have rediscovered identity and redefined the concept 
of 'truth', suggesting that there is no ‘real’ self to find or to uncover. There is no 
‘absolute reality' but only 'relative reality'. In this high mobility capitalized world where 
individuals have more fragmented identities, identity politics becomes a focus in research. 
The three main strands in theorizing identity are: the social theory strand, the 
psychoanalytical theory strand and the poststructuralist cultural theory strand. (Buzzanell, 
2000) 
Social Theory Strand of Identity 
This strand focuses on "socialization" and offers a historicized narrative of the 
development of identity, which is conceptualized as self-identity, the individual's 
conscious sense of self (Rosenil & Semour 1999). They believe in agency; that human 
beings are free to choose whatever they want to be. This school highlights the active, 
creative and conscious practices of identity constructions, purporting to understand the 
formation of society. (Giddens, 1991; Beck, 1992; Jenkins, 1996) 
Most scholars said that we have moved from a producer to a consumer society. The 
amount of economic capital, social capital and cultural capital that individuals possess 
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will affect one's social mobility as well as the formation of identity. Beck (1992) 
describes that we are living in a "risk society" in "late modernity" (Giddens, 1991) where 
uncertainties about identities increase and our life becomes less stable and political. It is 
because in a globalized world, varieties of life choices have increased due to rapid social 
changes, development of technology and the instability of employment. We seem to take 
up more identities than before. Even though identities are becoming uncertain, some 
sociologists remain positive on the creativity of human beings. Gergen (1991) suggests 
that we have developed a capacity to readily adopt new identities and become 
"multiphrenic," while Gidden (1991:75) reinterprets self as a "reflexive project": "We are 
not what we were, but what we make of ourselves", stating its processual nature. Jenkin§ 
(1996) also proposes the notion of an "internal-external dialectic of identification，，， 
emphasizing the importance of interactions between the 'inside' and ‘outside, selves, that 
identities are "intrinsically social”. The "unitary self is formed by the internal T , the 
external ‘me, and the relation to the 'others'. 
Cultural Theory Strand of Identity 
Different from the social theorists who emphasize reflexivity, cultural theorists are 
interested in cultural differences and try to deconstruct the constructed identity. They 
focus on power and resistance in the construction of identity and want to reveal the power 
and political motivation (Hall, 1990). This school also criticizes how a capitalized world 
has commodified identities. Scholars believe that we have moved from working to 
consumer bodies. Everything amounts to consumption and leads to consumption. 
Consumption becomes the underlying power of identity formation. We are in a high 
consumerist society and everything is socially constructed and consumable (Aldridge, 
2003). We commercialize, commodify and consume our identity, bodies, emotions, 
feelings, images, lifestyles. We manage our spaces to create a consumer culture. 
Shopping malls have become cathedrals where lots of things are deliberately arranged 
and presented to appeal to our senses. Poststructuralist cultural theories emphasize the 
instability, fluidity, fragmentary and processual character of identities to a greater extent 
than social theorists. It rejects the idea that something is 'ontologically intact reflexivity 
I 
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to the subject，which pre-exists the subject's placing in a cultural context (Butler, 
1992:12). Instead they regard the subject as constituted through discourses. 
Identities are constructed through discursive exclusion through binary oppositions and in 
relation to the ‘Other，(Derrida 1981; Butler, 1993), such as the opposition of ‘woman， 
against 'man', ‘employers，against 'employees'. We set margins such as ingroup, 
outgroup and form an identity within such margins. Cultural theorists are here to reveal 
what has been excluded during discursive exclusion and to deconstruct the constructed 
self. However, according to Hall (2000), he thinks there is only "identification" but not 
"identity". To him, identity is identification. He argues that identity is a never-ending 
construction process and will never be complete. It is a fantasy of incorporation and a 
process of articulation. Identity is a theory of discursive practices, it is ‘points of 
temporary attachment to the subject positions which discursive practices construct for us，. 
(Hall, 1996:6) Through differences and similarities between discourses, we find our 
position. We leam that we are different from others through the feeling of lacking and 
comparison. There are lots of powers and discourses that point to one single direction to 
determine and naturalize our identity. Representation and identity are no longer two 
different things, but they exist in one another. 
Although cultural theorists also believe in some kind of agency, they tend to emphasize 
the processes of subject!vization, in which human beings have little agency against the 
power of discourse. They have limited power to resist or transform dominant discourses 
to create new identities (Hall, 1996). Everyone is driven by the force of discourse and 
there is no way one can escape from the power of discursive practice. In this market-
based society, everyone consumes identities. 
Psychoanalytic Theory Strand of Identity 
This strand believes that identity is constructed around the psychological need to feel 
secure, competent and autonomous. According to this school of thought, identity 
represents organized systems of goals and affiliations which are formed and adopted in 
the service of basic human needs (Deci & Ryan, 2000). One of the theories on how 
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identities are acquired and organized within the individual is Self-determination Theory 
(SDT) (Deci & Ryan，1985; Ryan & Deci，2000). It regards every individual as having 
multiple identities and each of these identities is more or less well assimilated to the self 
of the individual. This theory divides internalization into five stages: external stage; 
introjected stage; identified stage; integrated stage and intrinsic stage. It gives human 
back a certain extent of agency as they propose that the identities we ‘wear，can vary. 
While the symbolic interaction school of psychology believes that it is the society that 
demands people behave rationally instead of human beings being rational inherently. 
Similar to the cultural theorists, they try to find out the social grammar, cultural and 
contextual rules in the identification process, but they are less critical compared to the 
cultural school. It focuses on symbols, the social self, interaction and social patterns. It 
also attempts to find out how members of a community produce and reproduce their 
systems of knowledge through interaction (Rose 1986). 
Concepts from all three strands of identification theory will be applied to this study. I 
have taken Bourdieu's (1979) work on the three types of capital and related it to identity 
formation. Based on the concept of cultural capital or accumulated knowledge that 
confers power and status, individuals entail claims to authority, authenticity and the 
presumed inferiority of others. Cultural capital is distinguished from economic capital 
(wealth) and social capital (whom you know). "The primary differences, those which 
distinguish the major classes of conditions of existence, derive from the overall volume 
of capital, understood as the set of actually usable resources and powers - economic 
capital, cultural capital and also social capital" (Bourdieu, 1979:114). This study will 
examine how these capitals mould the identity of flight attendants. 
To summarize, identity is about name, differences and a desire to set a boundary. It 
� develops when a person identifies with particular object and qualities. In the course of 
identification with different objects, subjects and way of life, identity is constructed and 
re-constructed. These three strands of identity study vary in their different approaches: 




be what they want to be, while the cultural theorists are critical of the power relationship 
between the society and individuals, resistance to power and the commodification of 
identity. The psychoanalytic theorists are somewhere in between the above two and are 
more functionally orientated. Applying these concepts in the case of the identity 
formation of flight attendants, from the sociological perspective, flight attendants are 
being socialized by different environmental factors but they are free agents in choosing 
what to identify with. While from the cultural perspective, identification of flight 
attendants is closely related to the commercialization of feeling as well as the 
consumption of identities. It is power and resistance that underpins the relationship 
between flight attendants and the airline company. From the psychoanalytic strand,' 
identification of flight attendants is about finding the formal and informal rules of flight 
attendants and the internalization of those rules into their own. This thesis follows none 
of the strands that we have discussed above, rather it is characterized by a theoretical 
pluralism. 
Organizational Socialization 
In the identity formation process of flight attendants, the airline company takes up a very 
crucial role by providing intensive training and an environment for new recruits to 
cultivate the new flight attendant identity, therefore a literature review on organizational 
socialization is necessary. 
"Organizational socialization refers to the process by which a person leams the 
values, norms, roles, attitudes, skills, mental outlooks, and required behaviors which 
permit him to participate as an effective member of an organization. Upon entry, a person 
may be subject to "organizational forces of persuasion" to replace currently held ways of 
thinking or acting with favored alternative ones. In brief, organizational socialization is 
an organizationally initiated and directed process which prepares and qualifies 
individuals to carry out prescribed organizational roles. The roles can vary from attending 
meetings to speaking the "organizational line”.’， 
De la Cruz, Gregory (1979) 
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Simply speaking, it is a process in which organizational "outsiders" become "insiders" 
(Buzzanell, 2000). It is about how newcomers adapt to the culture or, more specifically, 
the iinique occupational culture, and claim the membership. Different from the concept of 
socialization, organizational socialization focuses on the organization that directs the 
socialization process. In the case of flight attendants, it is the airline company that is in 
charge of such socialization. The company provides resources and a helping hand in 
order to incorporate the new joiners. In the past two decades, many communications 
researchers have become interested in this field, especially after organizations are 
conceptualized as cultures instead of just a mechanism (Pacanowsky & 0，Donnell-
Trujillo, 1982). Schein views organizations as containers and developed an organizational 
socialization scheme in the 1970s, but Jablin (1982, 1984) revised the framework on 
organizational socialization and has used a cultural approach, making it more 
comprehensive. This framework has three main assumptions: 
Organizations Are Bounded Entities 
First, similar to Schein, Jablin assumes that organizations are 'bounded entities' and 
individuals have to cross the boundary. Schein's model (1970，1971) introduced the 
organization as a stable, hierarchically-shaped cone along which individuals move from 
the bottom level to the top over time by crossing different barriers. The first barrier is the 
boundary separating the inside from the outside. In this case, insiders are those who have 
been employed by the airline as induction trainees. Later, individuals will move toward 
the centre, and then to the top of the organization. 
Socialization Occurs Through Phases 
Second, Jablin assumes that an organization is divided into different phases. Jablin thinks 
the relationships between individuals and organizations develop over time and there are 
several stages, normally three to four stages, to mark the increasing degree to which the 
individual is positioned as inside the organization. Jablin's (1987) model has integrated 
previous socialization researches and views the process as cyclical phases of anticipatory 
socialization, encounter, organization assimilation, and exit phases. 
9 
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In the initial phase, individuals will gather information regarding occupations from a 
variety of sources both intentionally and unintentionally. Then, they will compare the 
information with their self-concepts and weigh them accordingly. Anticipatory 
socialization also includes organizational anticipatory socialization, during which 
individuals gather information from organizational sources that affects their expectations 
about the job and the organization. Expectations are refined in this stage. Expectations 
about the organization, the work, one's role, and the communication environment that 
may pervade the organization result from this phase (Jablin, 1987). In the case of flight 
attendants, new joiners gather related information from the media, peers, family, past 
experience, and especially from the company, such as the walk-in day recruitment talk of 
flight attendants. 
The encounter phase Jablin refers to is the "breaking in” period. During this phase, 
newcomers leam the requirements of their roles, organizational expectations, and norms. 
Expectations are tested and may or may not be met. Newcomers encounter varied 
experiences such as surprise (Louis, 1980) and role shock (Hughes, 1958; Minkler & 
Biller, 1979). 
Once encounter has occurred, organizational assimilation, the process of the newcomer's 
integration into the culture or "reality" of the organization, occurs (Jablin, 1982). This is 
a reciprocal process during which the organization attempts to socialize newcomers to the 
organization's needs and values while, at the same time, newcomers attempt to 
individualize or create and develop their own roles in the organization. Metamorphosis is 
an important part of this process. By modifying their attitudes and behaviors, individuals 
gradually internalize organizational expectations so that they are more compatible with 
the organization's expectations. Eventually, individuals internalize the rules that govern 
everyday interaction and construct meaning within the organization. 
Finally, the "exit" phase occurs: for various reasons and through various processes, 
individuals leave the organizations. During these four phases, each phase focuses on 
specific information sources; different types of information and strategies are exchanged 
10 
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and used in each phase. Organizations are stable where individuals move through the 
stages systematically and sequentially. 
Individuals as Well as Organizations are Active Agents 
Third, Jablin assumes that individuals have their own agency and stay active in the 
organizational socialization process. Early socialization researches typically assume that 
organizations are active while newcomers are regarded as passive recipients. Recently, 
researchers have generally agreed that socialization relationships are mutually defined by 
individuals and organizations or organizational agents (Jablin, 1987; Brien, 2000). 
.J 
Newcomers seek information about the company and at the same time supervisors have 
to adapt to newcomers. Jablin (1987) adopts the term ‘assimilation，to describe both 
processes through which the organization attempts to socialize the individual newcomer 
and the processes through which the individual newcomer personalizes the role taken in 
the organization. As newcomers are assumed to reduce uncertainty in boundary crossing, 
they therefore actively seek information (Kramer, 1993). 
This study shares the three main assumptions of Jablin but only to a certain extent. I 
agree that organizations are kind of bounded entities but it is not a closed entity because 
there are many information exchange and labor movements along the boundary. For 
some jobs in Samsara Airways, especially in management and administration, outsiders 
are not necessarily able to move from the bottom to the top level, but enter the top level 
directly. However, for flight attendants in Samsara Airways, no matter how many years 
of related experience one has, they still have to start from the bottom. For example, there 
is a 38-year old flight attendant who has just retired from another airline, joined Samsara, 
and is asked to work as the most junior crew member. Besides, I also agree with the idea 
that socialization occurs through phases, but these phases are not necessary of three to 
four stages. It depends on how we define each phase. Lastly, I agree that individuals are 
active agents in the organizational socialization, but they do not have absolute agency. It 
is about the power struggle between the company and the individual. Both of them are 




As most scholars believes, there is a real core self; people tend to study identity formation 
froift the view of internalization, studying how individuals gather resources from the 
outside world and gradually internalize the resources as the real self. The term 
"internalization" originates from Mead's (1934) socialization theory in which 
socialization brings the external world inside the individual. 
Socialization and internalization have an intricate relationship; both of them depict a 
process, but socialization is the process of fostering internalization. Internalization is the 
ultimate goal of socialization. Moore and Fine (1990: 102-3) define internalization 
similarly as the ‘process by which aspects of the outer world and interactions with it are 
taken into the organism and represented in its internal structure'. Incorporation, 
introjection and identification are its three principal modes, where cultural studies have 
taken these terms in creating their own explanation to it. For the three main aspects of 
internalization: incorporation, introjection and identification. 'Incorporation' means ‘to 
unite (one thing) with something else already in existence' (American Heritage 
Dictionary, edn, s.v. ‘incorporation，). While ‘introjection’ is ‘to incorporate 
(characteristics of a person or an object) into one's own psyche unconsciously' 
(American Heritage Dictionary, Srrd edn, s.v. ‘introject，). The term ‘identification，， 
‘identity，，and ‘identical，share the same Latin root, ‘idem，，meaning ‘the same，. The 
word identify also suggests a state of empathy with the feelings or experiences of others. 
Chessick (1993:165) defines identification as an automatic, usually unconscious process, 
whereby ‘an individual becomes like another person in one or several aspects'. 
There are two levels of socialization. "Primary socialization" is regarded as the most 
important for oneself as it is the first socialization an individual undergoes in childhood 
through which he becomes a member of society, such as learning to be a son or daughter; 
while "secondary socialization” is the socialization process of an already socialized 
individual into new sectors, such as changing jobs. Internalization is a term first used by 
the schools of psychology and the self-determination theory (SDT) (Deci & Ryan, 1985), 
which is a theoretical model of internalization and the integration of identities.—This 
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theory finds that the less the internalization, the poorer the mental health. SDT 
emphasizes the 'reasons' behind how individuals adopt a certain role, behavior or identity 
(Ryan & Deci，2000). If certain identity-relevant behaviors do not yield any desired 
outcomes or are too difficult to enact, individuals will be unmotivated and not internalize 
it. From the perspective of SDT theory, the level of internalization is a continuum of 
relative autonomy. There are five stages to go through before one can reach 
internalization, they are: external regulation, introjected regulation, identified regulation, 
integrated regulation and finally internalization when one reaches the stage of intrinsic 
motivation. (Table 1.1 Model of internalization, Leary 2003: 260) As I do not agree that 
there is a core self that something can be internalized into it, this study will not apply 
these five stages. Instead, this study will be a discursive analysis to examine how the 
collective identity of flight attendants is constructed by discourse. Nevertheless, for ease 
of investigation, the identification process is divided into three stages: prior identification 
of the flight attendant; the building of the flight attendant identity and the maintenance of 
the built identity; which will relate to some of the regulations below. 
External regulation is the least internalized form of motivation and involves intentionality 
and behavioral enactment. People are externally regulated: they do certain acts because of 
the rewards and punishments administered by others. This regulation is closely related to 
the training life of flight attendants where they leam the company rules. A greater degree 
of internalization is found in introjected regulation: when a regulation has been taken in 
but not yet accepted as one's own. The external rewards and punishments are now 
represented internally in the form of self-esteem-related feelings and appraisals. It is this 
self-evaluation that regulates behavior. For example, a flight attendant treats passengers 
nicely because not doing so would incur feelings of guilt, which is regulated through 
introjections. When an individual's activities are regulated by identified regulation, the 
degree of internalization is even greater. "A person who identifies with a role or activity 
has consciously endorsed or assented to its personal value and importance." (Ryan”& 
Deci, 2000) Flight attendants who have identified with the job will treat passengers 
whole-heartedly and intuitively because they consciously consider that activity to be 




SDT further divides identification into integrated regulation and intrinsic motivation 
(Ryan & Deci, 2001), and are both highly autonomous. Integrated regulation stems from 
its kistrumental values or utility. It is an extrinsic motivation where the individual does 
not like the code of behavior inherently. Through reciprocal assimilation of the target 
identification with other identities, needs, and aspects of an integrated self, the individual 
will gradually identify with the role. The most complete internalization is the intrinsic 
motivation. It stems from an individual's own interests, activities and values. It does not 
require internalization of motivation because the activity itself is interesting and 
enjoyable for its own sake. The socialization facilitators will allow one's interests to be 
pursued and sharpened in the context of optimal challenge, information feedback, and 
support of exploration and autonomy in action (Ryan & Deci，2001). It is also found that 
in order for any internalization to occur, there must be some form of individual attraction 
or attachment to the socializing agents or institutions. People will typically internalize the 
beliefs, practices, and values that are endorsed by people or groups whom they want to 
emulate or to whom they wish to be more closely connected. 
To conclude, the identification process is divided into five different phases according to 
the level of internalization. A person who is unmotivated will not internalize at all. 
Persons who are externally regulated for a behavior such as by rewards and punishments, 
are motivated but barely autonomous. When a person has introjected a regulation, there is 
some autonomy; a person who has identified with it gains more autonomy and the person 
who has integrated an initially external regulation is highly autonomous. Finally, a person 
who is intrinsically motivated experiences the highest degree of autonomy. 
This study will not follow the five stages of internalization theory or the four phases of 
Jablin's model on organization socialization. But all these common concepts used in 
identification will be mentioned in data analysis and related to different stages of the 
identity formation of the flight attendant. The Jablin model oversimplifies tiie 
identification process, therefore I do not follow it totally; but some of its concepts are 
valuable and are being used in the data analysis. For example, the anticipatory 
socialization is closely related to the first stage of identification in this study where 
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individuals leam from the media, peer groups, family, past experience and the company; 
while the encounter phase is when an individual has signed the contract with Samsara to 
woric as flight attendant; the organization assimilation phase relates to the second and 
third stages of my study. I do not cover much on the exit phase but I do mention how the 
flight attendant identity fades away in chapter 7. As I do not agree with the concepts of 
internalization because I think there is nothing to internalize, this study will not follow 
the five stages of SDT theory either, but I will relate some concepts to the second and 
third stages of identification (Chapter 5 and 6) in my study. For instance, we can see 
external regulation is taking place during the training of flight attendants when they leam 
the official rules. Introjected regulation and identified regulation take place after flight 
attendants practice the rules over and over again. When a flight attendant gets used to the 
new lifestyle, integrated regulation occurs even though he or she does not like it 
inherently. When an individual treats the lifestyle as one's own interest, the most 
complete internalization, called intrinsic motivation, occurs. 
Previous Studies on flight attendants 
We have just reviewed some major concepts in identity, identification, internalization, 
organizational socialization and criticized the renowned emotion study of flight 
attendants. Since this thesis seeks to illustrate the construction process of how humans 
leam the culture in the realm of identity, it is necessary to review the significant studies 
on socialization, identity formation, occupational culture and flight attendants. As all new 
joiners are adolescents, it is indispensable to review studies on adolescent identification. 
Local studies on flight attendants, even though they are scarce, will be discussed. 
Socialization as a Communication Process 
Socialization researches focus on a range of factors in communication process such as 
cockpit and cabin-crew interaction, which Skogstad, Dyregrov & Hellesoy (1995) have 
focused on. Stohl (1986) finds that through memorable messages that newcomers receive, 
organizational veterans communicate norms, values, and expected behaviors to individual 
newcomers. Stohl even concludes that these messages have a lasting impact on receivers' 
behavior and work lives. In this study, messages are discharged into the newcomer's 
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mind, especially through formal training. For example, 'SFH' which stands for 'Service 
From Heart' is one of the memorable messages; induction trainees leam it from the very 
beginning of the training course and it has a great effect in the identification process. 
Subjects who have quit the job after one and a half years of flying still remember this 
‘SFH，7. 
Bach (1990) also describes how socialization is enacted in verbal communication. 
Talking not only helps people to make sense of the new membership, it also helps to 
reveal the cultural meaning of their interactions. Talking helps to demonstrate 
individuals' membership to themselves, other organizational members, and outsiders. In 
this case study, ‘gossiping，is found to be one of the crucial factors in the identity 
formation of flight attendants, especially during long haul flights. Fogarty (1993) has 
researched the socialization of new staff accountants, finding that mentorship takes up a 
crucial part in the socialization. Bullis and Bach (1991) find that multiplex relationships 
were associated with higher or organizational identification. Therefore, individuals have 
more complex identities and the relationships between individuals are more complicated. 
They can be supervisor-subordinate, but at the same time they are also friends, relatives^, 
husband^, sisters, t e a c h e r s � and students, mothers who have babies, etc. In this case, 
flight attendants are not only colleagues, they are also friends, tourists when they are in 
outports joining local tours, or passengers when they are traveling with a staff ticket. 
Moreover, Klein & Weaver (2000) find that employees who attended the orientation 
training had significantly higher levels of affective organizational commitment than non-
attendants. Taormina (1998) has also studied employee attitudes toward organizational 
socialization in China, Hong Kong and Singapore and found that Hong Kong and 
Singapore employees evaluate training more highly and Hong Kong employees reported 
7 "SFH? Service from heart. How could I forget this," said Jane after she quit her flight attendant job after 
one and a half years. In order to protect the airline's anonymity, the original slogan was deliberately 
rephrased. 
8 Isaac, his aunt and his cousin are all working as flight attendants in the same airline. The only difference 
is that his aunt is already an Inflight Service Manager. 
9 Sam and Zoe are couples and both of them work as flight attendants in the same airline. 
Belle is working as a trainer in the training school teaching new joiners. Vivian, who was trained by her, 
has flown with her afterwards, and their relationship became one of colleague as well. 
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greater understanding of their job and company goals. In Samsara Airways, there is more 
than enough training. After six and a half weeks training, there are couples in conversion 
training every few months. Until they have become a QBC，" which means they can 
operate in all aircraft types as well as working in both business and economy class, they 
have to go back to the training school every year to attend emergency training and 
refreshment training. 
In addition, Kitchell, Haiman & Kempton (2000) find that groups which have members 
who tell stories would help promote identity development. Also, Lahti, Darr & Krebs 
(2002) illustrate that informal knowledge transfer via social networks help individual^ 
perform at work. This informal knowledge, which is the least understood by the company, 
helps in the socialization process. For example, in Samsara, informal knowledge such as 
‘love stories', 'ghost stories' and rumors are all over. However, it is found that the 
company only allows flight attendants to circulate ‘stories’ that are not harmful to the 
company's image. If the rumors are related to the company, the company will stop it by 
clarification or by issuing a rule to prohibit flight attendants from talking about it. For 
example, during the pilot strike, Samsara formally announced to flight attendants that it 
was forbidden to talk about the strike with passengers or even with colleagues. In another 
study, Cooper-Thomas & Anderson (2002) find that rapid feedback on both good and 
poor performance leads to more rapid attainment of positive attitudinal outcomes. It 
shows that the socialization process might be improved if newcomer's colleagues are 
given training to understand how to help newcomers best. As this study will show, the 
company has quantified the performance of flight attendants with various marking 
systems, so new joiners can get rapid feedback on how well or badly they perform and 
change accordingly. As ‘teamwork’ is one of the main concerns in such a marking 
scheme, even though other senior flight attendants do not receive any training on how to 
help the new joiners, some of them will help to increase one's performance. 
“In ranking of flight attendant in Samsara Airways, BC stands for Bar and Gabin-while-Q means those 
who can operate all different types of aircraft. 
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Morrison (2002) highlights the importance of social networks in socialization. Insiders, 
especially peers and supervisors, help newcomers to acquire information. In this study, 
the peer relationship in social networks is crucial. Flight attendants call their senior ‘elder 
sister，or 'elder brother' and the senior will call the junior 'younger sister，. Relationships 
between flight attendants were more often closer to peer relationships than informational 
relationships. It is also found that flight attendants have a more enjoyable flight when 
they are in a closer peer relationship. Jablin (1984)，too, finds that the development of 
closer relationships was associated with better adjustment. These may be the reasons why 
Samsara Airways creates a warm and homelike atmosphere and names the office Samsara 
City. All its employees are like inhabitants and neighbors. 
Identity Formation 
Zuckerman, Kim & Rittmann (2003) find that complex, multivalent identities and simple, 
focused identities are both advantageous because the first afford greater flexibility while 
the latter facilitate evaluation. Dickie (2003) studies the identification process of 
craftsmen and finds that individual and social identity formation involves complex 
processes. And these rules are often discovered through the process of doing the work. 
Besides, as signs is the privileged medium in which cultural meanings are formed and 
communicated, and also the means and medium through which we form knowledge about 
ourselves and the social world, it is significant to study signs for an understanding of 
culture, the construction of knowledge and identification. Studying how meaning is 
produced symbolically through the signifying practices of "Samsara English，，can help to 
understand the culture and identity of flight attendants. Saussure (1960) argues that 
language does not reflect a pre-existent and external reality of independent objects but 
constructs meaning from within itself through a series of conceptual and phonic 
differences. Saussure thinks a signifying system is constituted by a series of signs which 
are analyzed in terms of their constituent parts, the signifier and the signified. Based 6n 
the works of Saussure, Barthes (1967) argues that we can talk of two systems of 
signification: denotation and connotation. Denotation is the descriptive and literal level of 
meaning shared by virtually alLmemhersjf a culture and connotation is on the second 
* 
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level, where meanings are generated by connecting signifiers to wider cultural concerns: 
the beliefs, attitudes, frameworks and ideologies of social formations. When connotations 
havt become naturalized as hegemonic, that is, accepted as ‘normal’ and ‘natural，，they 
are called myths (Barthes, 1972). 
On the other hand, discussions on body and space in the cultural strand will also be used 
in this study. Hancock (2001) views the body as the material signifier of organizational 
value and as a representation of organization. Shilling (2003) also perceives the body as 
an entity that is in a constant process of becoming a project which should be worked at 
and accomplished as part of an individual，s self-identity. Also, as places are discursive 
constructions which are the target emotional identification or investment (Relph, 1976)，it 
is important to study the working space of flight attendants in relation to their identity 
formation. 
The use of space is also closely related to identity formation. Giddens (1991) 
characterizes space and place in terms of absence-presence, where place is marked by 
face-to-face encounters and space by the relations between absent others. Space refers to 
an abstract idea, an empty or dead space which is filled with various concrete, specific 
and human places, while the notion of place focuses on human experience, memory, 
desire and identity. Massey (1994) and Nzegwu (1996) both show that space is a 
construction and materialization of social relations revealing cultural assumptions and 
practices. 
Occupational Culture 
Nissley (2002) explores organizational songs as an expression of organizational culture. 
It reveals a musical expression of organizations which serves as a form of organizational 
communication or organizational discourse, specifically an aesthetic communication or 
aesthetic discourse. This study identifies organizational songs as expressive strategies; 
song as a form of organizational action; as an organization's attempt to construct its own 
history and autobiography, and as a means of celebrating the identity of organizational 
leaders and organizational values. In Samsara, they also have a company song that is 
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often heard in advertisements. However, that song seems to help the public rather than 
flight attendants to identify with the airways. Nevertheless, it may have some impact on 
fligkt attendants still. 
Apart from the aforementioned research, Dellinger (2002) examines the occupational and 
organizational dress and appearance norms of men and women who work as editors and 
accountants at a heterosexual men's pornographic magazine and at a feminist magazine. 
It shows that workers face different expectations about the appropriate split between 
"personal" and work identities. These informal, unwritten occupational norms play a 
large part in workers' definitions of appropriate and inappropriate expressions of gender 
and sexuality at work. Although gender issues is not the focus of this study, it is found 
that male and female flight attendants do face some difference during the identification 
process. It is often said that female flight attendants will have more of a hard time from 
their seniors. Also, Blyton & Bacon (1997) discuss the changing from crew hierarchies to 
the creation of teamworking has increased workers' commitment and solidarity. In 
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Samsara, the idea of teamwork weighs heavily in work performance. Trice (1993) also 
says occupations tend to be cultures in and of themselves, with collectively held beliefs 
or ideologies that impel members to act in certain ways. These abstract beliefs find 
expression in special language, training, dress codes, and rituals that reflect what people 
do and how they socialize within the workplace. 
Flight attendants 
As a sex object - Williams (2003) shows that emotional labor is a pleasurable and a 
difficult identity. It defines flight attendants as an important and eroticized area of service 
work. In an article in the Economist (Issue 8330，2003)，0'Leary write that a new 
Hooters Air has started flying in the United States since March 2003, where each Hooters 
flight is staffed by "Hooters Girls" with sexy uniforms, using sex appeal to sell seats. 
This shows flight attendants are being viewed as a sex object. . " ‘ 
12 "Teamwork! Teamwork!，，Jack, Amy & Beth remind one another during the training when they practice 
in the mock cabin. 
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Gender - Murphy (1998) illustrates the development of critical transformational 
standpoints on flight attendants, while Scott (1990) studies the hidden transcript that 
fligkt attendants share. 
Body Construction - Tyler & Abbott (1998) conduct research on weight watching in the 
contemporary airline industry. Barro (1998) writes an article titled "So you want to hire 
the beautiful. Well, why not?，，which highlights the importance of looks, while Haise & 
Rucker (2003) examine the effects of components of a uniform on image and preference 
for the uniform in relation to employee satisfaction. It is found that flight attendants are 
dissatisfied with the fitting and fabric of uniform. ； 
Stress Management 一 Many studies on flight attendants deal with stress management. 
Barnes (1992) studies stress in aviation personnel; Marks, Yule & De Silva (1995) focus 
on how cabin crew deal with post-traumatic stress disorder; Cho, Eimaceur, Cole & Kook 
(2000) examine how chronic jet lag produces cognitive deficits; Muller, Herman, 
Cording & Klein (2001) try to advise how flight attendants should handle unruly 
passengers; while MacDonald, Deddens, Grajewski, Whelan & Hurrel (2003) evaluated 
the presence of chronic job stressors among flight attendants and found that apart from 
fatigue, distress and job dissatisfaction is moderate to low. � 
i I j 
Business Aspect - Duffy (2001) studies aircrew training and assessment, and Butchers, | 
Day, Goldie, Miller, Meyer, Ryan, Scott & Wallace (2001) find ways to optimize crew 
scheduling. 
Local Studies - Available local literature mostly focuses on the airline industry from 
business perspectives. Ko (1993), for instance, studies airline advertising, and Cheng & 
Tang (1996) study the relationship of marketing to the airline industry. The only local 
study of flight attendants is Li (2002), demonstrating the relationship between gender . 
politics and flight attendants. Instead of focusing on the power relationship between man 
and woman within a theoretical framework of "gender", this thesis focuses on the identity 
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construction process of flight attendants with a theoretical framework of "socialization，， 
and "internalization". 
Generation X Flight Attendants 
As air hostesses in this study are bom between 1961 and 1981，they belong to the 
Generation X，named as Xers, therefore it is necessary to research related studies. Brien 
(2000) focuses on the organizational socialization of Generation X. He says it is difficult 
to socialize Xers. When an Xer enter a company, it is useful to establish mentor 
programmes when they are refining their expectations towards the company. In Samsara, 
each training class has a “flying mum，，who acts as a mentor to keep track of new hires 
and make sure they fulfil appropriate performance goals. After Xers have refined their 
expectations towards the company, job duty and identity of the role, they start to establish 
interpersonal relationships and norms. Brien advises the company to give Xers some 
autonomy in decision-making so Xers will feel they have the freedom to decide and they 
are free to initiate changes. It increases the job satisfaction in a way. In Samsara, there are 
evaluation forms at the end of training. There is also a column in the company's intranet 
to gather ideas from employees. Some flight attendants have submitted suggestions to the 
company a couple of times and they showed excitement when they found that it had been 
published in the company's publications. After Xers has worked in the company for some ； 
time, it is important for Xers to understand how they fit into the career ladder of the | 
organization and feel the organization offers different value added choices for them. For | 
example, in Samsara, it organizes varieties of courses such as a French course for its 
employees with which the employees can redirect the skills to the good of the company. 
Xers will also appreciate it if the company highlights their diversity and individuality, 
adding different and new value to the company. 
Xers leam different signs from family and peers and use signs as an identity marker. 
Consumption is also closely related with youth identification. Kjeldgaard (2003) finds 
that the identity discourses of young people in the global cultural economy are to a large 
extent generated in relation to consumption and consumer culture. Cohen-Scali (2003) 
illustrates how young adults construct professional identity through family and social 
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experiences, and education and workplace social interactions that include direct and 
assisted (i.e. apprenticeship) integration into work. Markstrom & Iborra (2003) find 
ceremonies and rituals a useful register to examine identity transformation, taking the 
case of coming-of-age ceremonies of American Indian adolescents in adolescent identity 
formation. In Samsara, there is a graduation ceremony after the induction trainee has 
reached the six months probation, which may also act as a point of identification. 
Moreover, Schachter (2002) finds youths judge ‘good，identification according to "a 
sense of consistency, sameness and continuity; the inclusion of all significant 
identification; mutual recognition between individual and society; and feelings of 
authenticity and vitality." Mastronardi (2003) discovers that adolescents are heavy media 
consumers and that media is a crucial discursive resource for them and operates as a site 
of adolescent identity formation. 
A Critique on Emotional Labor Studies 
In order to examine the identity formation of flight attendants, simply reviewing 
identification theory is not enough. As flight attendants are being framed as emotional 
labor in the academic field, that they involve emotional management in their job, it is 
necessary to review the concepts of emotional labor and its relationship with 
identification. The term, ‘emotional labor' was created in one renowned study of flight 
attendants by Arlie Hochschild, ‘The Managed Heart”（1983，2003)，in which she 
discusses the commercialization of human feelings to serve the interests of a growing 
service industry within the capitalist market. She says emotional labor "requires one to 
induce or suppress feelings in order to sustain the outward countenance that produces the 
proper state of mind in others，，(1983:7). 
First, everyone is an emotional laborer. Before the naming of this, everyone had to 
manipulate their emotions at work. She has only set a new boundary, creating a name and 
classification system and linking it with some popular concepts such "as 
commercialization, commodification and alienation, which makes her work 
unquestionable and gives power to the term ‘emotional labor'. 
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Second, Hochschild's data is problematic for studying emotion. She asserts that she has 
‘entered the world of the flight attendant' (2003:13), yet she has been followed by public 
relations people all around when she conducted her research and she has taken the subject 
position from the company view in her data collection^^. From my two years of flight 
attendant experience, I can believe that what she got from her data is only the performed 
side of flight attendants ^ .^ Flight attendants would definitely treat her as someone 
belonging to the company and as an outsider. Since research has to be based on data to 
make analysis and conclusion, her data can only be valid for studying the performed 
image of flight attendants, but not the emotion of flight attendants. She has observed 
flight attendants' performative work life, but not the work life itself. j 
Third, even though it is generally accepted that there is no ‘absolute reality，and no 'true 
self, but only a ‘relative reality，and a 'constructed self, Hochschild's assertion of the 
commercialization of human feeling has assumed a 'true self out there that has been 
engulfed by commercialization. She seems to imply that there is a true and private self, 
and therefore detaching from one's true feelings is regarded as something sad. In fact, it 
is only a matter of articulation. People attach with different sets of 'feeling rules' at work 
and at home, but this does not mean one self is more real. 
13 Hochschild collected data by watching 'recruits learning passenger handling and meal service in the 
mock cabin', 'got to know the trainers' and have dinner with them, interviewed Delta officials including 
the executive vice-president, supervisors and public relations people. She also 'observed the recruiting of 
flight attendants by Pan American Airways', 'observed both group and individual interviews with job 
applicants', 'sat in as recruiters discussed candidates', 'conducted open-ended interviews lasting three to 
five hours each with thirty flight attendants', 'interviewed certain people with special angles of vision on 
flight attending, such as five union officials...’，‘a sex therapist who in her ten years of practice had seen 
some fifty flight attendants as clients', 'observed an assertiveness training course for flight attendants in 
which encounters with "problem" passengers were enacted', 'also mention stray conversations...a guided 
tour...and a two-hour visit in the galley of a Delta plane where a flight attendant in blue jeans unloaded 
dirty trays and talked of escaping to law school." (Hochschild, 2003:14-16) 
14 When I was flying as a flight attendant, there was once a manager of the customer relations department 
dressed in uniform like us working on the flight. All of us were very sincere to him during the flight and we 
only let him do some very simple work. He was asking about our view of the company and of our job, 
undoubtedly, all of us just gave the standard company answers. Everyone 'acted' in front of him, 
pretending genuinely and sincerely, but everyone knew that everyone else was pretending, as he was 
considered 'dangerous' because he was from the company. We call these types of people 'ambassadors' 
secretly and were guessing why the company was sending someone here. Also, after I left the company, 
when I conducted interviews with the same group of informants, their answers and attitudes changed totally, 
becoming very pro company. 
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Moreover, based on the sharing of the performed emotion of flight attendants, Hochschild 
claims flight attendants are deep actingi� deceiving themselves and the others, but I find 
no clues of this from my participant's observation. She argues that everyone is deep 
acting and will "invent bad things" ^ ^ and "make up a world that one could honestly 
respond to." She calls this double pretending, pretending to others and pretending to 
oneself. (2003: 43) However, from my two years' experience, no such things have ever 
been encountered. Hochschild has showed three answers from flight attendants of Delta 
Airlines that she collected in the Recurrent Training, when they were answering the 
instructor on how flight attendants tried to stop feeling angry and resentful at passengers 
in order to illustrate the presence of deep acting. I agree with none of them^^. Hochschilci 
has over-interpreted the term deep acting and forcibly imposed it onto flight attendants. 
Instead of using deep acting to create a required feeling and emotion, flight attendants 
leam the required rules through socialization. There is no deep acting in flight attendants 
because they are quite conscious that they are acting. A ‘spontaneous feeling' is 
15 Hochschild described two types of acting: Surface acting is to disguise what we feel, or pretending to feel 
what we do not. We deceive others about what we really feel but we do not deceive ourselves. While for 
Deep acting (method acting), individuals deceive "oneself as much as deceiving others" (2003:33) through 
imagination, using emotional memories and pretending 'as i f something has happened to create the needed 
emotion. 
16 Hochschild gave an example that a man feels guilty because he was not shocked when he heard some bad 
news about his friend. He then tried to visualize his friend in some tolerating situation imagined by himself, 
such as his friend in an electric-shock room. Through this visualization, he stirs up the same feeling, a 'sad 
feeling' in this case. Although both generate a 'sorrow' feeling, I do not think they are identical. 
17 First, one of the answers said "sometimes I purposely take some deep breaths. I try to relax my neck 
muscles." Hochschild interprets it as a deep acting with the body. I do not think it is a deep acting - that 
deep breath is used to deceive oneself not to get angry. It is a response constructed by the flight attendant 
that he or she has leamt from experience. A flight attendant consciously knows that she is 'purposely' 
taking some deep breath to control the emotion, and is not deceiving oneself. 
Second, a flight attendant answers: "I may just talk to myself: "Watch it. Don't let him get to you. Don't let 
him get to you. Don't let him get to you." And I'll talk to my partner and she'll say the same thing to me. 
After a while, the anger goes away". Hochschild said it is a deep acting and self-prompting. To me, the 
flight attendant is not deceiving themselves either, instead he or she is not trying to change their feeling 
rules, but trying to change their reaction rules. It is more of a self-defense approach, viewing that the 
passengers may be trying to get to him or her. 
The third answers: "I try to remember that if he's drinking too much, he's probably scared of flying. I think 
to myself, "he's like a little child." Really, that's what he is. And when I see him that way, I don't get mad 
that he's yelling at me. He's like a child yelling at me then." Hochschild explained this as deep acting and 
method acting. Again, I could not convince myself to agree with her. The definition of deep acting is 
problematic, the man is 'like a child' because he is yelling, undoubtedly the flight attendant knows that the 
man is not a child from his age, but the behavior of the man seems like a child because it is generally 
agreed that adults should not be yelling. The flight attendant is not deep acting. He or she did not deceive 
themselves, rather he or she only views the man from another point of view. This view was leamt before or 
after one has joined the airline. 
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constructed on the one hand; if that feeling is not accepted by the environment then an 
emotional distance (different emotion between people) will be enacted. When it happens, 
one •may compare one's reaction to another's reaction to get a balance, based on the idea 
of reward and punishment^ They may stick with their own feeling rules or decide to 
change. If one decides to change, as time passes and through practice repeatedly, it will 
become a ‘spontaneous feeling' itself. I cannot see any deep acting taking part in this 
learning process. After practicing and repeating the ‘ought，feeling, flight attendants 
either become a better actor or change his or her attitude and adopt the way how one 
‘should’ view things. We act better and even when we do not want to smile, we have 
refined the acting technique and smile more ‘genuinely，，but we know that it is not true； 
We are more than surface acting but not deep acting. 
Sometimes the smile is only a mask. The smile seems to be genuine only because through 
practice, we act better and make others believe that our smile is a real smile, making 
Hochschild believe that they are deep acting. Nevertheless, I do agree with Hochschild 
that the jobs of flight attendants do involve emotion management, but only to a certain 
extent. More importantly, it is a sophisticated surface acting more than what she calls 
‘deep acting', which has at least deceived Hochschild into believing that flight attendants 
are revealing their true selves. 
In addition, Hochschild says flight attendants are making up an ‘as if ^^  supposition, 
using emotion memories, and believes that an imagined happening really is happening 
，n now. (2003:42). I would rather call it ‘maybe’ . The trainer teaches flight attendants to 
18 As emotion management is closely linked with reward and punishment in the airline industry, I found 
most flight attendants do not dare to voice and fight for their own emotions, but to conform or pretend the 
required behavior. 
19 Hochschild was sitting in a recurrent training session, looking at how instructors were teaching flight 
attendants to deal with "obnoxious passengers". Hochschild said the instructor used "anger-desensitization" 
and asked the flight attendants to think about why they were so upset. Hochschild interprets it as teaching 
flight attendants to use emotion memory and think 'as i f the passenger is sad for some reason. She said this 
will help to convince flight attendants to deep act in a way that the passenger is really sad for some reason. 
20 The same type of teaching is found in my study. When I was still a trainee, we had covered the same 
topic on how to react when passengers yell at us. The trainer said: “I was working in the J class at that time, 
that man comes and sits down, without saying a word. When I asked him if he would like a drink, he was 
so rude and asked me to keep quiet. Me and the crew then made a fruit plate, arranged the fruits and made 
it look like a smiling face. I bring it to him and tell him "Mr...." I have forgotten his name now (laugh), 
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think that passengers may be upset because a normal person should not feel angry 
without a reason, so it is very likely that a passenger who gets angry has a reason behind 
it. ft suggests the rationality of human beings. Therefore, instead of using ‘as if and 
‘acting，out the correct behavior, flight attendants have been socialized with ‘maybe，and 
have learned a new way of seeing things and acquiring a new attitude. The behavior is 
leamt, yet it does not have enough evidence to show that the flight attendant is deep 
acting. 
Last but not least, Hochschild has exaggerated the power of the institution. She asserts 
that 'Various elements of acting are taken away from the individual and replaced by 
institutional mechanisms" (2003:49). It implies that emotion once belonged to an 
individual but is now being taken over by the institution. However, I think everyone is 
being constructed and we are constructing ourselves at every moment. The institutional is 
only one of the many discourses that takes part. 
In sum, the idea of deep acting is problematic and the data that Hochschild collected is 
invalid for studying emotion. From my personal experience, flight attendants will never 
7 1 
reveal their ‘true，self to researchers. This performing nature is commonly 
acknowledged among flight attendants. Therefore, to refine what Hochschild has said, I 
would say she has 'entered a company's world of the flight attendant', but not flight 
attendants themselves. What she got was very likely the public and corporate performed 
identity of flight attendants, but not the collective identity of flight attendants. It is very 
likely that she has only shared the performed emotion of flight attendants. It is unfair to 
use these sets of problematic data and forcibly describe flight attendants as deep acting 
emotional laborers. 
"although we don't know what upset you, we hope you will smile as cheerfully as this fruit plate, I hope 
you will enjoy it." He smiled to me (showing an exciting and satisfying facial expression). I was so happy." 
21 Hochschild was self-indulgent, saying that "they (trainers) were generous with their time, on duty and off: 
one trainer invited me home to dinner, and several repeatedly invited me to lunch." (2003:14). This does 
not show that she is getting a genuine set of data. In the flight attendant industry, private and public life are 
all mixed up and going to a flight attendants house to have dinner does not mean she can get any hidden 
information. What she gets is very likely a performance, what she^ees is^probably a performed emotion. 
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This literature review has illustrated the theoretical concepts of identity formation, the 
relationship between the inner and the performed self, and a critique of emotional labor, I 
wilLdiscuss the methodological approach of this research in the following chapter. 
•i 
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Chapter 3 Research Methodology 
Conceptual Framework 
Identities were first believed to be 'unmasked' and 'recovered', then it was believed they 
were being ‘constructed，in discursive practice. We see identities in the sociological 
orientation, according to which identities are actively constructed, chosen, created and 
performed by people in their daily lives. The identification process is complex, open, 
processual, or even fractured and fragmented and there is a question of power that is 
implicit in the formation process. This thesis explores the processes through which flight 
attendants establish their identities and arenas. It will analyze in a three level conceptual 
framework and study the identity formation process in three parts. Each level is related to 
concepts mentioned in the literature review. 
The first level explains how individuals collect related information from their past 
experience and how their existing identities give way to the new flight attendants' roles 
once they join the company and become insiders. Using the idea from Jablin's model, this 
level is an anticipatory socialization in which individuals gather information about flight 
attendants from a variety of sources, such as the media, peers, family, past experience and 
the company. This level also relates to the encounter phase of Jablin's model, when an 
individual signs a contract with Samsara and is transformed from an outsider to an insider. 
This level will be described in Chapter 4. 
The second level explores the discursive tactics that create a ‘flight attendant culture，in 
different discourses such as the discourse of capital, signs and space by which flight 
attendants cultivate a specific lifestyle. Discourse of capital is about how the company 
produces knowledge for new joiners, such as formal and informal rules and ranking. The 
company also re-constructs lifestyles of new joiners by modifying their economic, 
cultural and social capital. Discourse of signs is about how new joiners identify with the 
special “Samsara English’，and how they manage their body in accordance with company 
requirements. Discourse of space is an examination of two workplaces of flight 
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attendants: Samsara City and inflight，to investigate the relationship between the use of 
space in the identification process. The second level is an organization assimilation phase 
of Jablin's model in which newcomers are integrated into the culture of the organization. 
Some regulations in the SDT theory are also found in this stage. New joiners leam the 
external regulations and rules through intensive training. After practicing those rules over 
time, introjected regulation and identified regulation occurs. New joiners will link up 
those rules to personal values and importance. Organization socialization takes up a 
crucial role in this level. This level will be described in Chapter 5. 
The third level examines how the company uses reward and punishment systems, training 
programs and monitoring systems to manipulate flight attendant identity. It also performs 
a textual analysis on the training materials of flight attendants, company in-house 
publications, its intranet and the discussion groups on the Internet to see how the 
company and flight attendants sustain and reinforce the built identity. This level is closely 
related to the integrated regulation of the SDT theory, especially when individuals have 
identified with something that they are not inherently interested in. When an individual 
believes certain activities are enjoyable and interesting for their own sake, he or she 
reaches intrinsic motivation, which is the most complete form of internalization. This 
level will be described in Chapter 6. 
The research methods employed in this paper are mainly participant observation, textual 
analysis and in-depth interviews. As identity is culture which forms intercontextually, 
participant observation and in-depth interviews are necessary. Textual analysis is 
conducted to examine the production of knowledge of the company in order to impose 
and sustain the preferred identity onto individuals. Informants are selected according to 
two dimensions: willingness to identify with flight attendant identity and conformity to 
the company. A typology of four different types of flight attendants, namely “Loyalist，，， 
"Listener", "Dreamer" and "Rejecter", is formed. 




To capture the dynamic process of identity formation, taking part in the group has its 
advantage in collecting non-verbal communication data, and it is easier to collect data 
which insiders are not willing to reveal to a researcher. I had been accepted by the 
Chinese University of Hong Kong one day after I signed a contract with Samsara 
Airways to work as a flight attendant. Having this comparative advantage, I decided to do 
an ethnographic study on flight attendants' identity formation. I did a two-year 
participant observation. As revealing the details of my participation period may reveal the 
identity of informants and the airline, the exact date will not be shown. I flew around 
1400 hours and went through a number of training programs: induction training, Airbus 
conversion training, 777 ^^  conversion training, business class training, two annual 
refreshment trainings (ART) and two annual emergency quests (AEQ). During the two 
years of flying experience, I worked with around 1800 different flight attendants. I 
learned the formal knowledge through different trainings, and informal rules when I 
‘fly’ 24; also, I acquired, the culture when I interacted with flight attendants during flights 
or off-duty where we played Bridge, drank wine, joined local tours together, and took off 
the picture frame from the wall in the outport crew room and used it as a table to play 
mahjong. This two years' experience is fruitful and helps me to understand how the 
identity is gradually formed. 
In-depth Interview 
I have conducted in-depth semi-instructed interviews with eight flight attendants of 
Samsara Airways (See Table 2) from January 2003 to March 2003. As shown in Table 3， 
interviewees are selected using convenient sampling, according to two dimensions: 
willing to identify with flight attendant identity and conformity to the company. However, 
I judged their level of identification with the flight attendant identity and the level of 
conformity to the company by personal impression through talking and working with 
them and I did not use a test to measure. Three informants, Bo, Sally and Mui are both 
23 777 is a type of Boeing aircraft used on Samsara Airways. ； 
24 Instead of using 'work' as a verb, flight attendants of Samsara Airways use the verb 'fly". 
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conformists to the company and endorse the flight attendant identity and I will name 
them as "Loyalist". "Loyalist" is flight attendant who listens to the company, follow the 
corporate formal rules and acts according to the corporate and public identity of flight 
attendant. He or she, on the other hand, also loves the collective identities of flight 
attendant and listens and follow the informal rules. Two informants, Beth and Karen, do 
not like the identity and do not conform and I name them as "Rejecter". “Rejecter” is 
flight attendant who does not conform to the corporate, public and collectives identities 
of flight attendant and would like to leave the company as soon as they can. He or she 
does not enjoy the job at all and keeps on complaining. For a person who conforms to the 
company rules but does not like the flight attendant identity, which is the collective 
identity, we call them the "Listener". They are too timid to act against the company rules 
because they are rules followers and do not want to loose their job. They treat the job of 
flight attendants as a job for living in stead of a dream. Vanessa is a "Listener" because 
she conforms to the company but she does not like the identity, while Cat and Andy are 
non-conformists but prefer the flight attendant identity and they are named as "Dreamer". 
"Dreamer" is flight attendant who loves the collective identities of flight attendants and is 
eager to identify oneself to the role of flight attendant. It is his or her dream to become a 
flight attendant but does not conform to the company. He or she follows the informal 
rules more than the formal rules. 
Table 2 
Profile of Interviewees - In-depth Interview 
Case No. Interviewees Age Sex Prefer FA identity Conform to company 
1 Bo ^ M Yes ^ 
2 Sally 27 F Yes Yes 
6 Mui 27 F Yes Yes 
3 Beth 23 F No No 
4 Karen 21 F No No "‘ 
5 Vanessa 28 F No Yes 
7 Cat 27 F Yes No 
8 Andy 24 M Yes^  No , 
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Table 3 
Criteria of Selecting Interviewees 
^ Prefer FA identity Not Prefer FA identity 
Conform to the company Type 1 (Loyalist) Type 3 (Listener) 
Not Conform to the company Type 2 (Dreamer) Type 4 (Rejecter) 
By preferring flight attendant identity, I mean a general admiration of the image of flight 
attendants, the travel opportunities of the job, the lifestyle or the nature of the job. With 
distinctive workplace and images from other service labors, flight attendants can hardly 
be regarded as restaurant waiters and waitresses, though their work is mainly serving 
food and drink inflight. Therefore, preferring flight attendant identity may imply certain 
latent dimensions, ranging from a preference to dress up oneself, interest in air travel or 
the enjoyment of life. It is not practical to list all the possible latent meanings of 
"preferring flight attendant identity" at the moment, but one cannot deny that being 
attracted to the identity can help in the socialization process. For the concept of 
"conformity to the company", I mainly refer to the desire to obey and identify with 
authority, which is the company in this case. For one to be identified as conformists, he 
or she should strictly follow the rules issued by the company by looking at their 
narratives, behavior and self-evaluation. 
Ethics Consideration 
There are some important ethical considerations in this research as it concerns flight 
attendants' personal lives, airline management and labor policies. The names of all 
informants and airlines are kept fictitious in order to ensure anonymity. The airline is 
given the pseudonym "Samsara Airways". The nationalities of flight attendants are not 
specified, since revealing their national identities may cause them to be identified. 
Although I have sent an official request to Samsara Airways for flight attendant-related 
data and information in January, 2003, it has never been replied. 
The eight informants who attended the in-depth interview were told of my researcher 
"id^tity, however, I find their answers changed abruptly and became more pro company 
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during the formal in-depth interview. Thus, although it may violate ethical issues for 
using data, I have collected data during participation observation through causal 
conversation, as the informants did not know I was doing research on flight attendants, 
their answers seemed to be more natural and 'genuine', more aligned with what I have 
experienced, compared with the formal in-depth interviews. The attitudes of all 
interviewees changed a lot in the formal in-depth interviews compared with the informal 
interviews. I find that a 'wall' had been built during the formal in-depth interview. 
"In fact the company is quite good to us," commented Vanessa, who complained 
about the company before I left the company, suddenly changing her view； 
(Interview with Vanessa, January 22, 2003) 
"My basic expenditure is HK$ 12,000 per month...I earn HK$25,000 each month 
and deducting what I have to give to my family and pay my debt, I still got 
HK$20，000 left. There is so much money that I don't even know how to finish it，” 
Bo told me after I left the company. However, I know that the salary is not that 
high. (Interview with Bo, February 3，2003). 
Like Vanessa and Bo, once I told them that I was doing research on flight attendants, they 
acted differently and become much more pro-company and keep praising the job. I felt 
that they had become a public relations officer ‘handling，me. As all interviewees become 
very protective and avoid saying negative things during formal in-depth interviews, this 
study will mainly be based on those casual conversations. All informants will be 
protected by pseudo names. Besides these eight interviewees, quotes of fifteen other 
informants: Dorothy, Amy, John, Bonnie, Beatrice, Wayne, Claudia, Dan, Queenie, Sue, 
Justine, Edwin, Mabel, Heidi and Danielle that I have met will also be used. Since I only 
had a casual conversation with them, it is unfair to classify them into the typology. 
Textual Analysis 
In this research, I have textually analyzed the company training materials, in-house 
publications, intranet and flight attendant discussion groups, personal homepages and 
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message boards on the Internet. Some of the materials of textual analysis are collected 
during my participation observations and some are provided by my informants. In order 
to jfirotect the airline's identity and the informants' anonymity, the issue dates, articles 
and contents are deliberately rephrased and the names of all in-house publications are 
pseudonymous as well. 
My basic assumption is that induction trainees who do not conform to the company might 
have a greater tendency to resist in the identity construction process, while it is more 
likely for the conformed trainee to internalize the dominant discourses. These two kinds 
of trainees might have very different levels of identification with the role of flight 
attendant. I am also interested in exploring how non-conformist trainees resist the 
company ideology yet keep their jobs and are not fired because they like the identity. To 
what extent do they identify with the role? Are they the trouble makers who set up their 
own rules against the company's? I am also interested in examining whether a conformed 
flight attendant who loves the identity will identify much quicker than the others. 
Therefore "Loyalist" and "Dreamer" are my main concerns while the other two groups of 
interviewees in the typology, "Rejecter" and “Listener,，，will help explore any unexpected 
dimensions. 
Major Argument and Outline of Paper 
Following this literature review and a discussion of the methodological approach, the 
remaining four chapters present an analysis of my empirical data. 
Chapter 4 refers to the first level of the identification process. It explains how individuals 
leam from cultural imagination and collect relevant data before entering the world of a 
flight attendant. It also explains how the flight attendant identity becomes salient and how 
other existing identities give way to it, especially after the border crossing, when new 
joiners have signed the contract and become an insider. It examines how the company 
cultivates flight attendants through pre-course packages and re-allocation of time. 
t 
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Chapter 5 is a presentation of the discursive tactics organized into the discourse of capital, 
sign and space, in order to reveal how new joiners interpret and acquire the new 
knowledge and values. It refers to the second level of the identification process. It aims to 
find out how knowledge, lifestyles, cultures and spaces become resources and reference 
points for trainees to identify with the flight attendant identity. I am also interested in 
finding out how these discursive tactics support the company ideology in the construction 
of flight attendant's subjectivities on one hand and how unofficial rules are being created, 
practiced and identified on the other hand. 
Chapter 6 refers to the third level of the identification process. It aims to see how th^ 
company sustains and reinforces the built identity by using monitoring system, training 
programs, reward and punishment, publications and other technologies. A textual 
analysis of different texts produced by the company and flight attendants, including flight 
attendant training materials, company in-house publications, intranet and Internet will be 
performed. 
In Chapter 7，I will discus the three types of flight attendant identity: public, corporate 
and collective. Among the three different identities, public and corporate identity of the 
flight attendant are closely related to one another and the collective identity of flight 
attendants is another salient identity that is being formed. I will examine the power 
relationship between the corporate/public and the collective identity of flight attendants. 
It is about the struggle between company formal rules and private informal rules. I will 
also highlight the interdependency of identification and consumerization. Lastly, I will 
explore the concept of "internalization". Here, I will argue that "internalization" is not the 
final stage in a socialization process. Instead of going from outside to inside, we should 
be aware that this concept is only a dichotomy, separating internal self and external self, 
insider and outsider, and it is only one of the ways to understand identity formation. A 
theoretical conclusion about the empirical findings will also be presented. , 
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Chapter 4 Be Salient: Competition among Identities 
Flight attendant is a dream jobs for many people in Hong Kong, especially females. 
According to the annual report of Samsara, there are about 800 people chosen from 
among 250,000 candidates in Samsara's 1999 cabin crew recruitment. Flight attendants 
are generally considered as having a relatively high social status in Hong Kong and 
individuals will have some ideas about flight attendants either from media representation, 
peer group and family conversation or advertisement of the airline company. The first 
stage of the identification process is about the competition between the new and existing 
identities; how an existing dominant role gives way to a new identity. Before 
identification takes place, it is important to investigate how individuals understand the 
identity of flight attendants through media, the company, peers, family and past 
experience. This chapter aims to locate the border between insider and outsider, how 
individuals get related discursive resources and how existing identities are suppressed 
and the new identity becomes salient. 
Discursive Resources prior to joining the company 
Before joining the company, ones will collect different discursive resources from the 
media representation of flight attendants, marketed image of flight attendants and 
different commercials. Family, peer groups and personal affection also act as resources 
for individual to project their own image of flight attendants. 
Media Representation 
Since all new joiners in this study were bom between 1961 and 1981，they belong to 
Generation X^^  and their lives are framed by the media. They grow up with television in 
the mediated world, which has a great effect on their values, culture, outlook and lifestyle. 
“To Generation X，children of the computer and the VCR, television is not a mirror, but a 
window. It is another access point to the community." (Ritchie, 1995:63) Media as a 
25 "Generation X: blank, unformed, unknown, "whatever." The media uses it to refer to people bom in the 
later 1960s and the 1970s, who are young adults by the 1990s. Generation X is a metaphor, referring to an 
age-cohort of North Americans, giving them perhaps a spurious unity.. .The first use of the phrase 
Generation X was in the 1970s as the name^ o仁BilLy_IdoL，s hand in London (Mazzarella, personal 
communication, 1995)" (Gozzi, R. Jr. 1999:225) 
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reproduction channel, takes up a great part in constructing our perceived realities. For 
instance, in a local film, Chung King Express (Wong Kar Wai, 1994)，it projects flight 
attendants as pretty and mysterious. The character is played by a local pop star, Faye 
Wong, who was a model before becoming a singer. Also, two Hong Kong actors, Tarn 
Siu Wan Helena and Kwok Sin Lei Sonija were flight attendants of Samsara Airways 
before they become artists. They have participated in the Hong Kong Pageant 
Competition and won the Miss Hong Kong title in 1994 and 1999 respectively. New 
joiners get resources of flight attendants from the media before they become one. Barker 
(1999) finds that television is a resource for the construction of cultural identity, as 
audiences deploy their cultural identities and cultural competencies to decode program^ 
in their own specific ways. 
Marketed image of flight attendant 
Besides media, the image of flight attendants that the airline company markets to the 
public is another important resource for new joiners. Schiller (1995) sees media as a 
vehicle for corporate marketing in order to manipulate the audience and to deliver them 
to advertisers. Through sponsorship and advertising in media, "corporations transform the 
audience into consumers" (Schiller, 2000:136). Media "carries the message and culture of 
the corporation that dominates economic and political life" (Schiller, 1995:106). 
Samsara Airways highlights the genuine quality of their flight attendants. Instead of 
marketing how charming and physically appealing their flight attendants are, Samsara 
focuses on personality and character, making you feel they are genuine and serve you as a 
'best friend，. Samsara Airways constructs and markets the nice, cheerful public image of 
flight attendants to the general public. It always uses its employees to act in the 
advertisements, which convinces us to believe that they are not performing but are 
genuinely nice and kind because in real life we do not meet handsome and pretty people 
all the time. It implies that only a person with a caring and nice character will be hired 
and fits into the identity of the flight attendant. Individuals get resources from the 
company to understand what a flight attendant is. Besides television commercials, 
Samsara Airways has sponsored a local television broadcasting company to film a drama 
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about the airline industry. The name of the drama will not be revealed in order to ensure 
the airline anonymity. The drama focuses on pilots, flight attendants, ground staff and 
airpbrt staff. It covers the training that pilots and flight attendants go through and 
publicizes that the setting is based on Samsara Airways. Some of the scenes are even 
filmed inside Samsara City. This mixing up of the airline in the drama and Samsara 
Airways in reality makes audience believe that the drama is a reflection of Samsara's 
reality. 
Other Commercials 
Besides, lots of health, beauty and body care products in Hong Kong use images of flight 
attendants as spokespersons. In an advertisement for 'Dove' shampoo, it uses a flight 
attendant character to sell the product. In a print advertisement for skin care tablet 
Imedeen, it also uses a flight attendant as the talking head. These linkages of beauty 
products with flight attendants provide individuals with resources to imagine what a 
flight attendant is. Also, some online crews^^ work as part-time models, part-time talent 
for different commercials or as an anchor for a weather report. When flight attendants 
watch them on television, their identities are multiple, as cabin crew will identify them as 
colleagues as well as a commercial talent. 
Family and Peer Group effects 
No matter how strong the media and corporate marketing is, we cannot neglect the effect 
of our significant others, especially the family. 
"My grandma always tells me: 'you are very suitable to be a flight attendant, you 
are tall enough and can speak English, also you love travel. This job fits you the 
most. There are so many days off...You see Mary (Cat's cousin) also works as a 
flight attendant. She can make it so you definitely can." (Interview with Cat, 
January 17，2003). "‘ 
26 There is never a clear definition of online crew in Samsara, but everyone seems to understand its 
meaning. It is understood that flight attendants who fly actively are called 'online crew'. As some flight 
attendants are taking their leave, working in the training department or doing some office work because 
they are pregnant and could not fly, only those flight attendants whose jobs are mainly flying are called 
online crew. 
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“I want to be a flight attendant when I was young. I was working in the airport, 
‘ flight attendants at that time are very charming, I still remember that there is a 
flight attendant who is very tall, elegant and gorgeous, every time she walks into 
our office, all of us will look at her. I couldn't become a flight attendant, but now 
she [her daughter] can become one and I am so happy. She has completed my 
dream, finish what I couldn't do," Vanessa's mum says happily. (Interview with 
Vanessa's mum, January 22, 2003) 
Both quotes show that families do affect individuals' job choice and they are happy ancj 
proud to have their children working as flight attendants. There is a general support of 
this career by families of all informants, even for the families of "Rejecters，，. This shows 
that the elderly have a good impression towards flight attendants and think it is a good 
job. Besides, the peer group effect is also indispensable. 
“I have never thought of becoming a flight attendant. This is never my dream job. 
I join because my friend has joined and she told me that it is so much fun and it is 
worth to do once in a life. She highly recommends this job. I have known her for 
a long time and she is not a person who hard sell things and she is not a marketing 
person, so I think it must be real fun and worth to try and I go for the walk-in." 
(Interview with Cat, January 17, 2003) 
“I was accompanying my friend to the walk-in interview. She always wants to be 
a flight attendant. However I get the job at last but she doesn't. I think it is a waste 
if I don't take it, so I become a flight attendant." (Interview with Sally, March 16， 
2003) 
From the quotes above, we can see that the more positive flight attendants are presented 
among the peers, especially when it is the dream of their peer but their peer fails to attain 
it, the more willing an individual will be to identify with the identity and treat its as a 
precious opportunity^ 
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Personal affection for flight attendant identity 
Through cultivation by the media and the airline company, together with the peer group 
and •family effects, flight attendants are linked up with the concept of beauty, elegance 
and life enjoyment, which makes flight attendant a dream job for many children. 
"It is my dream to be a flight attendant. When I was young and traveling on a 
plane, the flight attendant was so nice and she gave me toys, so I want to be a 
flight attendant. They are nice people." (Interview with Mui, March 5, 2003). 
"When I was still at kindergarten, I already want to be a flight attendant when I 
grow up, I want to work until I can wear the purple uniform , it is so beautiful, 
said Gloria. (Participant observation, January 2001) 
These quotes show that personal experience is a crucial discursive resource for flight 
attendants. The more positive the experience they have had with a flight attendant, the 
more likely they will have a positive attitude towards this occupation. Personally 
affection is gradually formed and they usually become the "Loyalist" in the typology. In 
sum, individuals actively seek and are passively being given different discursive 
resources about flight attendants, both intentionally and unintentionally from media, 
corporations, family, peers and past experience. All this information helps new joiners to 
construct, or be constructed by, the perception and image of a flight attendant before they 
join the company. 
Border crossing: when an outsider becomes an insider 
There are borders which are both invisible and visible that individuals have to cross in 
order to assert their success in transforming from an outsider to an insider. Borders such 
as cultural difference are invisible, yet visible in some ways, such as the act of contract 
signing and the wearing of a uniform. According to Jablin，s model (1987) of 
organizational socialization, the first phase is "anticipatory socialization," where 
individuals will gather relevant information from organizational sources that affect their 
27 There are different rankings of flight attendants. The junior uniforms are in red and the senior purser's 
(SP) uniform is in purple. It takes around 8 to 10 years to become a senior purser. Details-of^rankings will 
be discussed on chapter 5. 
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expectations about the job and the organization. Expectations are refined in this stage. 
Expectations about the organization, the work, one's role, and the communication 
environment that may pervade the organization result from this phase. In this case, 
individuals refine their expectations by listening to the recruitment talk at the walk-in day 
and compare it to what they have built up in their own mind through media learning and 
past experience. After they are accepted by the company, they move to the second 
‘encounter phase'. It is a breaking-in period where newcomers will leam the 
requirements of their roles, organizational expectations and norms. Expectations are 
being tested and may or may not be met. The shift from phase one to phase two is 
processual, as the whole recruitment is divided into four stages, which act as four 
borders for the would-be flight attendants to cross. Individuals collect relevant 
organizational resources from each interview and refine their expectations. Each 
interview could be regarded as a border crossing through which candidates guess what 
the organization is expecting and tries to fulfill it. The encounter phase formally starts 
once the candidates have crossed the 'contract signing' border and officially become an 
insider. This part investigates how flight attendants' identity becomes salient and other 
existing identities become temporarily irrelevant through contract signing, distributing 
pre-course packages and reallocating time for new joiners. The more time an individual 
spends on flight attendant-related issues, the more salient the role will become, which 
boosts the identity formation. 
Contract Signing 
In this study, we consider that the formal identification process starts on the day when 
one signs the contract with the company. As identification is a process of constructing 
sameness, this is the first move to turn different individuals into homogeneous beings: an 
employee of Samsara Airways. It is at the point of preliminary border crossing that an 
outsider becomes insider. The contract has legal power and carries sets of obligations by 
which the new joiner and the company have to abide. Today I have a new identity, . 
On the walk-in day, individuals have to pass the arm-reach test to reach 208cm, and an English and 
observation test by describing a picture in English. The second interview is a group discussion in which 
candidates have to make a decision without voting. The third interview is a one-on-one interview and a 
speech test in which candidates have to read out a paragraph in English and another language. Lastly, the 
candidate has to pass the medical test before they are recruited. ‘ 
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induction trainee. Nevertheless, like many others, I treat myself as a flight attendant 
instead of just a trainee. Both the trainer and I will address myself as a flight attendant 
under training instead of being just an induction trainee. The formal difference between 
'induction trainee' and 'flight attendant' becomes another border that new joiners have to 
cross. 
Pre-course package 
Knowledge is also a boundary that further divides outsider and insider. Samsara has 
constructed lots of knowledge for flight attendants in order to make this job appear more 
professional, the company more systematic and the training more comprehensive. New 
joiners believe that this knowledge entails power and professionalism. Throughout the 
whole induction training, trainees will receive six books^^ that they have to study. After 
contract signing, the second commonality being constructed is by means of the pre-
course package, which includes a company VCD, a participant brief with exercises, and a 
company of inflight magazine. Trainees are asked to go through it at home and finish all 
the exercises before the formal training starts. The package acts as a symbol of authority 
and imposes power over new joiners to arouse their attention and respect for the new role. 
Both the contract and the pre-course package are also boundaries to divide insider and 
outsider, fortifying the in-group coherency. I assume that "Loyalist" and "Listener" will 
complete the pre-course exercise at home even though they are not getting paid, but I find 
there is no relationship between the level of conformity and the completion of exercises, 
nor preference for flight attendant identity and the completion of exercises. Some 
"Loyalists" ignore the exercises while some "Dreamers" finish all exercises. 
Time Allocation 
Samsara has reallocated choices and the use of time for its new joiners. In this highly 
differentiated society, Beck (2002) says that we are at risk of everyone being condemned 
to be individual and being forced to choose. Samsara has limited the choice of individuals 
by making some choices more salient, visible and rewardable, while other choices are 
—The six books are: Safety Handbook, Training Handbook, Passenger Announcement Handbook, 
Economy Class Service Handbook, Business Class Service Handbook, Deportment and Uniform Handbook. 
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neglected. The company attempts to reallocate the time of new joiners and make them 
spend more time on the company. Before the training starts, one may spend some time on 
the 4)re-course package, trying to understand what the company is expecting and to 
complete the exercises. During the training, we spend eight hours a day in the training 
school, and hang out with classmates after school. 
“I hanged around with classmates during training most of the time. We have lunch 
together in Samsara. After training, we will go to SaSa and Red Earth (cosmetic 
shops) together. Sometimes, we will go karaoke after school.，，(Interview with 
Sally, March 16，2003). 
Sally is exposed to the company most of the time and all her other existing identities take 
up relatively less time than before and are being suppressed automatically. After the 
training when she starts flying, she hangs around with friends in Samsara more than her 
existing old friends because of the change of lifestyle. For instance, she will have a day 
off one weekday when most of her old friends have to work. More importantly, when we 
have identified with the job, even our choice of using time, our lifestyles, and our friends 
are limited by the company. It is found that "Loyalists" and "Dreamers" spend most of 
the time in the company during training hanging around with other new joiners, mainly 
because they prefer the flight attendant identity and are eager to identify with it. 
“Listeners’’ also spend quite a lot of time with the company and new colleagues. 
Although "Listeners" do not prefer the flight attendant identity, he or she is conformist 
and simply follows whatever the big group does. However the "Rejecter，，is passive and 
tries to avoid spending time with other new joiners. 
Therefore, in this first stage of identification, individuals gather relevant information 
from different discourses before they join the company. After they have become an 
insider, they leam the company regulations and expectations. They will compare, clarify 
and modify their expectations if there is any discrepancy. It is found that "Loyalists" and 
"Dreamers" identify with the flight attendant role more actively, while a "Listener" will 
also spend more time on the job because they are conformist. But a “Rejecter，，will 
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remain passive in the identification process. The more readily individuals take up the 
identity of flight attendants, the more eagerly they would like to identify with the role and 
would be willing to spend more time on job-related activities. Although the company 
may or may not be repressing the original identities of trainees intentionally, as a trainee 
spends more time on the company, the trainee will become more familiar with the 
company and the flight attendant identity will become their most salient feature, whereas 
other existing identities will be temporarily suppressed. This helps to open up for further 




Chapter 5 Discursive Tactics in molding a “Flight Attendant' 
Once encounter has occurred, the third phase, "organizational assimilation，，, the process 
of the newcomer's integration into the culture or "reality" of the organization, occurs 
(Jablin, 1987). This is a reciprocal process during which the organization attempts to 
socialize newcomers to the organization's needs and values while, at the same time, new 
joiners attempt to individualize or create and develop their own roles in the organization. 
By modifying their attitudes and behaviors, individuals gradually 'internalize' 
organizational expectations and become more compatible with the requirements of the 
company. Eventually, individuals ‘internalize，the rules that govern everyday interaction 
and construct meaning within the parameters of the organization. This chapter examines 
how different discursive tactics determine flight attendants' subjectivities and how these 
resources conflict as well as collaborate with the official image of a flight attendant. 
Originally, interviewees are selected according to two conditions: their preference for 
flight attendant identity and their level of conformity to the company as shown in Table 4. 
Table 4 
Criteria of Selecting Interviewees 
Prefer FA identity Not Prefer FA identity 
Conform to the company Type 1 (Loyalist) Type 3 (Listener) 
Not Conform to the company Type 2 (Dreamer) Type 4 (Rejecter) 
I 
By "preferring flight attendant identity" I mean a general admiration of the image of 
flight attendants, the travel opportunities of the job, the lifestyle, or the job nature. With a 
workplace and image distinct from other service laborers, flight attendants can hardly be 
regarded as a restaurant waiter or waitress, though their work is mainly serving food and 
drink inflight. Therefore, preferring the flight attendant identity may imply certain latent 
dimensions, ranging from a preference to dress up, interest in air travel or focus on life 
enjoyment. It is not practical to list all the possible latent meanings of "preferring flight 
attendant identity” at the moment, but one cannot deny that being attracted to the identity 
can help in the socialization process. For the concept of "conformity to the company", I 
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mainly refer to the belief in knowledge, obedience and identification with the authority, 
in this case, the company. For one to be identified as a conformist, he or she should 
strictly follow the rules issued by the company by looking at their narratives, behavior 
and self-evaluation. My basic assumption is that induction trainees who do not conform 
to the company might have a greater tendency to resist in the identity construction 
process, while it is more likely for the conforming trainee to internalize the dominant 
discourses. These two kinds of trainees might have very different levels of identification 
with the flight attendant identity. I am interested in exploring how the non-conforming 
trainee resists the company ideology yet keeps their job and is not fired because they like 
the identity. Does it involve acting? "Loyalists" are those who prefer the flight attendant 
identity and conform to the company, while "Rejecters" are neither conformist nor 
preferring the flight attendant identity. "Dreamers" are those who prefer the flight 
attendant identity but do not conform to the company, while "Listeners" are conformist 
but do not prefer the flight attendant identity. Therefore "Loyalist" and "Dreamer" are my 
main concerns, while the other two groups of interviewees in the typology, "Rejecter" 
and "Listener", will help explore other unexpected dimensions. 
Discourse of Capital 
Production of Knowledge: Rules and Classification System 
As knowledge production is an important factor in identity formation, I am interested to 
» 
find out how the company produces formal rules through handbooks and rules that are : 
taught in training course, and also the informal rules individuals leam inflight. 
"There are tons of handbooks, each of them is so thick, we have a pre-course 
handbook, an induction training course handbook, a grooming handbook, a 
passenger announcement hand book, an economy class service handbook, a safety 
Volume, etc. I couldn't believe there are so many things to leam for a flight 
attendant." (Interview with Andy, February 26，2003). 
During the induction training course, much knowledge is being produced through these 
loads of handbooksTK lists all thFfeguIations and expectations of the company that new 
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joiners have to leam and they have to pass examinations. According to the Self-
Determination Theory (SDT) (Deci & Ryan, 1985，2000)，this is an external regulation 
that-has the least internalized form of motivation. New joiners leam rules during training 
and are externally regulated. They do certain acts because of the rewards and punishment 
administered by the company. They require the continued presence of rules in order to 
persist with an action. Behavior will not be enacted in other situations if there is no 
control. The induction training lasts for six and a half weeks, including four and a half 
weeks of service training and two weeks on safety training. (See Appendix 2: Training 
Timetable). 
"Our class has 22 people. There are two big groups: my side has about ten people 
and we hang around all the time. We circulate candies in class, making fun, 
chatting, sharing ghost stories, day dreaming, sharing cosmetics and doing make 
up together in the toilet. It is fun." (Interview with Karen, January 4, 2003). Even 
though Karen is a "Rejecter" and resigned in June 2003，she says she has enjoyed 
the training. 
Through training, an in-group boundary and a shared reality form gradually. Besides 
teaching trainees about company rules,��cabin rew's job duties and how they should 
behave with a flight attendant identity, this training also fosters the growth of friendship 
between trainees which makes them more willing to identify with the flight attendant \ 
I 
identity through a peer group effect. After graduating from the induction training, trainees 
are acknowledged as a cabin crew^^ and start flying. They have to go through three more 
trainings. After flying for two months, they have to go back for a conversion training for 
Jumbo aircraft, and another conversion training for Boeing 777 two months after that. Six 
months after their induction training, there is an appraisal for probation. Those who pass 
the probation will receive training for serving in business class. As cabin crews practice 
For instance, we are not allowed to wear the uniform in any public areas besides inflight when we are 
serving passengers, when we are in the company or when we are traveling to and from work. Flight 
attendants are not allowed to wear the uniform to go shopping, dining or going to a concert. Smoking and 
chewing gum in uniform in public is also forbidden. 
31 Samsara Airways and its flight attendants both address flight attendants as ‘ cabin crewUhere-^is^a 
general feeling that the naming 'cabin crew' sounds more professional than 'flight attendants'. 
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the similar sets of knowledge over and over again, rules will become tacitly understood 
and cabin crew will take them for granted and perform those rules automatically 
(Giddens, 1984). Cabin crews will use all rules as reference points and become less 
anxious because they feel secure ^ ^ and have something to identify with. A shared 
framework of reality is gradually formed. 
Besides the formal rules that can be taught in class, informal knowledge leamt through 
practice is even more important for one to be treated as an insider. These informal rules 
form the main part of the flying culture. There are lots of implicit rules in the flight 
attendant culture in Samsara Airways. These rules are difficult to be aware of. We may 
not be aware of them until we break them. If we break these implicit rules, we may not 
get formal punishment from the company, but will definitely suffer from a hard time 
from other flight attendants. Formal rules are taught during training while the more 
powerful informal rules can only be leamt when one starts flying. For instance, flight 
attendants have to introduce themselves to one another in the briefing room; they have to 
say thank you to the crew bus driver and they have to leave a full choice of food for the 
ISM33. As seniority is very important in Samsara，s flying culture, there are lots of 
informal rules that juniors have to beware of. For example, junior crews have to sit in the 
last row of the crew bus and get off last; make sure that luggage of the whole set of crews 
have been loaded into the coach before they can get onto the coach in the outport; and 
take the smallest bed in a Jumbo aircraft and have to wait until their seniors ask them to 
i I eat. 
"When we are being scold by the seniors, the best solution is to keep quiet. If we 
talked back, they will think we have 'attitude problem，and badmouth us to the 
others, they will also give us a very low CPP (a monitor system, the senior will 
give marks to the junior about how they perform, and the marks will affect the 
32 Identification as a means of defense against potential anxiety. When we identify with something, we get 
a reference point and become less anxious and have ontological security (Giddens, 1984). 
ISM, inflight service manager, the most senior flight attendant in a flight, usually someone who has been 
flying for more than ten years. 
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promotion of juniors.) This is an informal rule but every junior knows about it，” 
said Bo. (Participant observation, February, 2001) 
This is a number one implicit rule in Samsara. Whenever we are scolded by the seniors, 
we should keep quiet. If we ‘talk back，，the seniors will accuse us of having an ‘attitude 
problem，and we will have a very difficult time. Classmates are one of the informants for 
exchanging these informal rules. The practice of work is also different from what we 
leamt during the training school; for example, we cannot use the interphone during long 
haul flights except during meal and drinks service. Whenever there are contradictions 
between formal and informal rules, flight attendants tend to follow the informal inflighf 
rules in order to avoid hard times. This implies the power of informal rules is greater than 
the power of formal rules. It also means that informal rules have taken up a main role in 
the identification process of flight attendants, as they spend most of the time working 
inflight. 
However, when flight attendants return to training school, they will switch and act 
according to the formal rules even though they are working with the same inflight senior. 
It is because the role of that senior has also changed from informal rules supporter to a 
company formal rules advocator. Both junior crew and the supervisor will follow the 
formal rules when they are having their annual training in the company. This means flight 
attendants have to perform and display the correct image at the correct time in the correct 
space. They have to leam the criteria of ‘correctness’ from the company as well as from 
other crews. In order to go around the formal rules and act according to the informal rules 
without the company notice, flight attendants employ some tactics to deal with it. 
"Hey, stupid pig you are, for me, I will get a plastic bag to carry all the things I 
want, especially when you work in MSG [one of the galleys shared by the 
business class and the economy class], whenever the sister [supervisor] has go out 
to the cabin, I will get something and put in the plastic bag, then I will bring it to 
my suit case one time. This save a lot of time and take less risk," Dorothy teaches 
me^ (Participant Observation, August 2001) 
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'TMormally I will tear the cover page, although it is a waste but it is safer because I 
have heard that the company have the bar code information of the magazines, so 
if they find the book, they will know once they scan the bar code," Amy says. 
(Participant Observation, October, 2001) 
"It is the best to take things when we are Y3 and Y4 because the overnight bag is 
at the back [of the aircraft] and near the galley. Remember to put your bag in the 
cloak room, so you can take things easily," John teaches me. (Participant 
Observation, March 2002.) 
These techniques of getting away with the formal rules will only be shared with the 
closest colleagues. Even though the company does not allow flight attendants to take 
company properties away from the aircraft, almost everyone does. I assumed that those 
who conformed to the company, the "Loyalist" and "Listener’，would not break the rules. 
Surprisingly, it is not the case. All interviewees have broken some company formal rules, 
either by taking company property, pretending to be sick, or carrying wine in their 
luggage. 
However, when it comes to the informal rules, none of them dares to break them 
explicitly. Cabin crew may share ideas on how to get around company rules but it is very 
rare that they will discuss how to get around the informal rules. Informal rules are very 
powerful in Samsara. 
“....I think she must be trying to avoid sleeping in the S bunk, everyone was 
asleep already and it is a courtesy to take the S bunk^ "^ , so if she arrive the last, the 
S bunk will already be taken by someone else so she can have a big bed to sleep," 
Bonnie tells me during our crew rest time. (Participant Observation, June, 2002) 
34 There are two S bunks in the Jumbo 747 aircraft. It is an S-shape-bed-and the most junior crew are 
supposed to sleep in it. 
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From my flying experience, Bonnie is the only one who tells me how to get around with 
the informal rules. However, she is not teaching me explicitly, rather I have to read 
bet\^een the lines. The intonation of Bonnie seems to imply that she has been using the 
same technique when she wants to avoid sleeping in the S bunk. No matter if it is true or 
not, or if I have misinterpreted her words. It shows that informal rules are more powerful 
and for an individual it is difficult to resist and challenge. Cabin crews will discuss in the 
galley about how to get around the company rules, but they never discuss with each other 
on how to handle crews. Informants of all types have never tried to challenge the 
informal rules but they totally conform to them. Even if they want to resist the informal 
rules, they will do it secretly. Therefore the conformity to informal rules and sharing of 
tactics to go around formal rules among cabin crews are at the core of the identification 
process. Each tactic is an identity marker. 
Moreover, the company also produces cabin crews by classification systems and naming, 
categorizing them along different hierarchical orders and feeding them with relevant 
knowledge in each stage. For example, during the induction training, new joiners have 
the title 'induction trainee，. In the first two months of flying, they are addressed as 'ABC 
(Airbus Bar and Cabin crew); after the first conversion, they become 'SBC, which 
means they can operate on two types of aircrafts. Then, after the second conversion 
training, they become 'QBC', which means they can operate on all types of aircraft. 
During these six months, subjects have been processed through four different titles: from 
induction trainee to ‘ABC’，then 'SBC, and finally a 'QBC'. It creates a sense of 
achievement and a feeling of being promoted, even though cabin crews know that it is not 
a promotion. 
After day-by-day practicing of the informal and formal rules, especially when a cabin 
crew member has become a QBC, they have entered the second stage of internalization, 
where they are regulated by introjected regulation. That is, when a regulation has been 
taken in but not yet accepted as one's own (Deci & Ryan，1985, 2000). The external 
rewards and punishments are now represented internally, in the form of self-esteem-
related feelings and appraisals. It is this self-evaluation that regulates behavior. For 
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example, cabin crew have internalized the need for saying magic words�，and giving 
standard answers^^ during b r i e f i n g � ? . They may feel they are making mistakes if they do 
nottio so. 
Constructing Lifestyle: Cultural, Economic & Social Capital 
In order to catalyze the identity formation of new joiners, the company regulates 
individuals' activities by identified regulations, that is, to allow a person to identify the 
role by its personal value and importance. Through articulations^^ with specific economic, 
social and cultural values, the company attempts to manipulate the lifestyles of flight 
attendants. J 
"On the first day of the training, my trainers told us "flight attendant is about 
enjoying life, it is about being glamorous," says Mui. (Interview with Mui, March 
5，2003) 
In the pre-course package, the company blurs the articulation by suggesting flight 
attendant is more than a job, but a lifestyle. Making use of "needs", the company 
cooperates with the consumerist society and helps flight attendants to produce certain 
desires that the company can satisfy. The company attempts to deposit specific symbolic 
tokens into flight attendants' memory bank. It aligns the enjoyment of life and some 
conspicuous upper middle class values, which many young people are craving for, in the 
identity of flight attendants. Through commercialization and commodification of bodies, 
emotions, feelings, images, lifestyles and identities, we use consumption to find out and 
'Magic words' means to say thank you or show appreciation. It is highly emphasized on every single 
flight. 
36 During briefing, the ISM will ask cabin crews about service and some of the standard answers are: ‘put 
yourself in others shoes', ‘say magic words', 'safety comes first', 'never say No to a passenger,' ‘always 
check first，，'teamwork', 'good communication', 'service straight from the heart'. 
The whole set of cabin crew has to gather and have a briefing by the Inflight Service Manager before 
every flight. This briefing will be held 90 minutes before departure at the briefing office in Samsara City. 
The briefing normally lasts for 20 to 30 minutes in which the ISM will go through the service, port, and 
route and safety. After that, the supervisor will give a 3 to 5 minute briefing to cabin crews in the related 
galley. 
According to Barker (2000:9) Articulation refers to the formation of a temporary unity between elements 
that do not have to go together. Articulation suggests both expressing/representing and a manipulating 
'putting-together'. 
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tell people who we are (Aldridge, 2003). Although the economic capital, which is the 
salary, of new joiners is not as high as in the past^^, it is much higher than many other 
jobs'. The average starting salaries of university graduates in year 2000 is around 
HK$8,000 to HK$ 10,000 for 160 working hours per month. While flight attendants only 
work around 80 to 100 hours per month with an average salary of HK$ 13,000. 
"Oh, we have almost four hours rest and we got paid, so we earn about 480 HKD 
when we are sleeping; also we are in different group from the sister [supervisor] 
and we just sit, eat, reading magazines for the other four hours when 
she[supervisor] was sleeping. We earn almost a thousand [Hong Kong dollars] for 
doing nothing. Great. Also, we can take away things," Beatrice said to me when 
we were flying in a long haul flight. (Participant Observation, November 2001) 
Within this 100 working hours, if there is a long haul flight, flight attendants will have a 
few hours to rest while they are getting paid. The hourly rate of salary is relatively higher 
than many other fresh graduates. Also, flight attendants seem to have a higher 
consumption power because they can buy the same things at a cheaper price in the 
outport. For example, a pashmina scarf costs around 600 to lOOOHKD per piece, but a 
cabin crew can buy it from its origin India at 200 to 300HKD. Beside, their basic 
expenditure is also being reduced. 
“I have eaten three on-trays*�inflight. It's good, I can save money," Bo told me. 
(Participant Observation, February, 2002) 
There are some crews who try to eat as much as they can inflight so they can spend less 
money on food. Also, cabin crews wear uniforms and the company offers free laundry for 
the uniform so they do not have to spend much money on clothes. Besides, there is also a 
‘打包，(da bao, literally means take away) culture where flight attendants take food afid 
39 As the company did not reply to my enquiry, I could only use the information from my informants. A 
flight purser told me that when she joined the company about eight years ago, she earned around 18000 
H f ^ including allowances. Naw^the-average^salary for-new joiners is around 13000HKD. 
40 A jargon among Samsara's flight attendants, meaning the main course of an economy class meal. 
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other things from the aircraft. For example, magazines like ‘Cosmopolitan，，‘Vogue，and 
‘Marie Claire，； food like sandwiches, bread, fruits, yogurt, boiled eggs, honey; snacks 
like" Japanese otsumami nuts, roasted nuts, chocolate bars likes Timeout and M&Ms, 
cookies, pralines, even ice-cream like ‘Movenpick，or ‘Haagen-Dazs，； drinks like soft 
drinks, beer, hot chocolate and Horlicks, juices, milk, fresh orange juice, cocktail mix 
such as kiwi juice with coconut powder, tea including green tea, chamomile tea, 
peppermint tea and earl grey tea bags, even wine and champagne; daily necessities like 
pure silver tray, wine glass, PVC glass, disposable coffee cup, napkins, plastic cutlery, 
children's games and Savlon; toiletries such as Loccitane moisturizing lotion, Biotherm 
body milk, etc., are all hot items for take away. � 
"With the same amount of salary [compared to those who work in Hong Kong], 
the living standard of flight attendants is much higher," says Sally. (Interview 
with Sally, March 16，2003) 
The aircraft seems to become a free grocery market. Therefore, working as flight 
attendants may save some of their expenditure. Although this 'da bao' culture is illegal 
and is forbidden by the company, it is found to be the most significant reference point 
during the identification process. 
On my last flight, my ‘sister，asks me, "sister, do you want anything? How about 
something from first class? Just tell me whatever you want and I will help you to 
get it. Come on, it is your last flight anyway, just tell me，” she says. (Participant 
Observation, December 2002) 
This shows 'da bao' is also popular among flight attendants. Cabin crew will talk about it 
explicitly without the fear of being caught. The seniors will invite the juniors to 'da bao' 
together and this behavior becomes a crucial part of a shared identity. As this 'da bao， 
culture is contradicting the company rules, cabin crews have to decide when they will 
take things away and when they will not. Cabin crews have to observe and decide 
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whether the senior is also a 'da bao' person or the senior is from the company to set her 
up. 
‘ "It depends on how you would like to say. Publicly, flight attendant is a nice, 
caring person, always with a smile. Flight attendant has to perform service 
straight from the heart, bring the passenger from point A to point B safely and 
satisfy passengers' need. But in reality, flight attendant is about 'da bao，，report 
sick, Gs, showing a fake face," said Mui, the “Loyalist，，. (Participant Observation, 
July 2001) 
I assumed that "Loyalists" and "Listeners" would not take company property away, but I 
find that they too have the experience of 'da bao，. This shows the power of identification 
with the collective identity of flight attendant is much stronger than what the corporation 
and public expects. As flight attendants spend most of the time working inflight where 
informal rules are dominant, they pay more attention to those informal rules. They do not 
dare to violate those informal rules because this may lead them to suffer from a hard time 
given by seniors. There are discrepancies between the public/ corporate identity of flight 
attendants and the collective identity of flight attendants. The identity of flight attendants 
in the eyes of the public is greatly affected by the media and the airline company and 
therefore they have similar views of the corporate identity of cabin crews. On the other 
hand, the collective identities of flight attendants are mainly composed of informal rules 
and are therefore very different from what the company and public expect. 
"Sometimes we do serve straight from the heart, but not always. Normally I treat 
passengers quite well, I like them, they are easy to handle, and sometimes they are 
even lovely. Only the crew is the problem, we have to be phony with each other 
because you don't know who is stabbing at your back. I could say I am more 
genuine to the passenger than to the crew," said Vanessa, the "Listener". 
, (Interview with Vanessa, January 22，2003) “ .. 
Therefore "Loyalists" and "Listeners" are not conforming with the company all the time, 
rather they remain loyal to the private informal rules of the cabin crew. During the 
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identification process of the cabin crew, they are almost torn into two parts. Cabin crew 
have to appear to be identified with the company's sets of rules and treat passengers 
nicdy and work as a team, but on the other hand, the identification process is more about 
identifying with the unofficial rules of flight attendants. The more one can identify with 
the private informal rules, the more one would be treated as an insider and identified with 
the flight attendant identity. 
Moreover, the job's nature opens up opportunities for cabin crews to increase their social 
capital by meeting different people. The company recommends flight attendants make 
small talk with passengers and address the passengers' surname in business class, aiming 
to provide a better and more personal service, and at the same time it may also widen the 
social networks of cabin crews. 
"Once I have met a man. I meet him when we were waiting for the luggage. I 
recognize that he is a passenger sitting in the EY [Economy class]. He talks to me 
and gives me his card. He is a lawyer, but has emigrated to Cannes, and just came 
back to Hong Kong for vacation. He asks me my number and I gave him. I don't 
know why I gave it. He rings me and asks me out but I feel uneasy so I asked my 
friend to go with me. We were sitting in his Rolls Royce and went for a drink. He 
later called a friend to join and we went to the yacht club for dinner. That is a 
private club. It is my first time to go there. I still remember that his friend ordered 
artichoke which I see people eating something like this first time in my life,” said 
Cat. (Participant Observation, May, 2002) 
This example of social networks widening shows that the company may not intentionally 
encourage cabin crews to meet the upper class passengers, but as it encourages its cabin 
crew to provide personal service, and as there are fewer passengers in the business and 
first class, cabin crew will have more time to communicate with such passengers. , 
"It's a pity that I don't know you want to travel around. Otherwise we can fly to 
my^iGuse. I have a house for vacation by the seaside. Tell me if you want to come 
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on your own. I can ask my driver to show you around," says Wayne, when we fly 
to his hometown. (Participant Observation, January, 2002) 
Some outport cabin crew themselves are from the upper middle class in their own 
countries, like Wayne. There is a cabin crew member who was a doctor before she joined 
the company. Some flight attendants are graduates, post-graduates and even PhD holders. 
Some crews come from a wealthy family. I have been flying with a crew member who 
has bought a dining table which cost HK$ 10,000 from Hong Kong's mid-level furniture 
shop and another bought a carpet when we flew to Bahrain which cost US$1,500. 
•i 
"Hey, do you have any rich guys to introduce? I want to get a rich guy,” said 
Claudia, a flight attendant of Samsara. (Participant Observation, July 2002) 
The mixed classes of cabin crews, together with those wealthy passengers, make some 
cabin crews generate a desire to go up the social ladder as Claudia does. The increase of 
social capital and personal networking gives flight attendants assets to introduce 
themselves into a higher class. By increasing the social capital of cabin crews, the 
company catalyzes the identification process of the flight attendant. Cabin crews will be 
more willing to identity with the flight attendant identity. 
More importantly, the company manipulates cabin crews' lifestyles ^ ^ with specific 
culture values, teaching them how and what to eat, drink, buy, walk and do in their 
leisure times, in order to produce their physical and emotional ideal of a flight attendant. 
“I am just like a princess. I am staying in a gorgeous hotel, this is the best hotel I 
have been staying in my whole life so far, I was bathing in the bath tub with the 
latest ELLE magazine, next to me is the room service that I have ordered, a glass 
of red wine and a piece of cheese cake, with the music softly playing, just like in 
41 Lifestyle is a patterned way of using, understanding or appreciating the artifacts of material culture in 
order to negotiate the play of the criteria of status in an anonymous social context. Lifestyle is as symbol, as 
communicative pattern, as symbolic marker, also as symbolic competence,_5iLclL^sjwme tasting. Different 
fields have different symbolic competence (Chaney, 1996). ’ 
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heaven, this is the best," says Mui, the first time she goes to Jakarta, who does not 
have a bath tub at home. (Participant Observation, July, 2001) 
It is the first time in Mui's life she is staying in a five-star hotel. She has not been 
ordering room service from a hotel before because she thinks it is very expensive. But as 
she has a crew discount on room service, she orders room service for the first time in her 
life. Also as she does not have a bathtub at home, it is her first time bath in a bathtub with 
a fashion magazine, a cheese cake and a glass of red wine. She has changed and behaves 
like an upper middle class woman in a film. She gets more cultural capital by changing 
her way of life. 
OuQ way of manipulating lifestyles is by re-arranging the uses of certain goods, places 
and times concerning style, mannerism, patterns of action and set of practices and 
attitudes that differentiate people (Chaney, 1996). For instance, the dining culture: most 
new joiners do not know that before the meal, westerners will often have drinks and 
savories. They do not even know what savories means; it is a new vocabulary to most of 
them. Also, they leam new ways of enjoying food: extra virgin olive oil with bread, 
balsamic vinegar with salad, port wine with cheese and grapes, honey with coffee. 
“I don't know any cocktail before I joined the company. I heard Martini, Whisky, 
Gin from the television but I don't know how to order it in a pub, I don't know 
what to order. Now I know lots of cocktails and I can teach my friends when I go ‘ 
clubbing." (Interview with Karen, January 4, 2003) 
Even though Karen is a "Rejecter", she appreciates the cultural prestige that she has 
gained from this job. Karen has increased her cultural capital by building up vocabularies 
on drinks and food and tries to identify herself with the upper middle class. Cabin crews 
also leam names of western food such as cheeses likes Brie, Gouda; and bread like poppy 
seed roll and focaccia, which are often consumed by the Hong Kong upper middle class. 
Cabin crews also experience a similar life of the upper middle class such as eating snow 
crab in Alaska, or tasting wine in France. Cabin crews also leam about wine and alcohol 
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when they have their business class training. Besides teaching cabin crew knowledge on 
food and drink, cabin crews have also leamt the upper middle class leisure activities. 
k> 
“I love golf, every time when I fly to somewhere like Rome and Jo'berg 
(Johannesburg) where there are good places to play golf, I will bring my stuff and 
usually I play with the cockpit crew,，，says Dan, an inflight service manager. 
(Participant Observation, February, 2002) 
Although golf has gained more popularity in Hong Kong nowadays, it is still a leisure 
activity mainly consumed by the upper middle class. When Dan is playing golf in Italy or 
South Africa with other cockpit crews, he seems to have a higher status. Besides golf, 
other sporting activities that cabin crew will do in their leisure time when they are in out 
port are also related to the upper class, such as crabbing, horse riding, go-cart driving, 
scuba diving, skiing, snowboarding, wakeboarding; when they are in Hong Kong, some 
go to the gym and do pilates. Through emphasizing cultural values, the company helps 
flight attendants to see the job as beneficial and flight attendants will take the job as one 
of their own interests and be more willing to identify with it. Leisure activities also 
include going to high tea in a hotel, shopping on weekday afternoons, or going clubbing. 
The company liaises with some popular clubs such as Club Ing and Queens where cabin 
crew can have free entry by presenting the staff card. 
"When we were still under training, we leamt that with the staff identity card, we 
can enter Ricks Cafe in Tsim Sha Tsui for free, so we went there for a few times 
and we met many crews from other classes there," says cabin crew Queenie. 
(Participant Observation, May, 2001) 
Besides working inflight and in the Samsara City, Queenie meets other flight attendants 
in the club. The mixing.of leisure and work life acts as an identified regulation which 
liaises the job with some values that individuals are interested in, which, again, helps the 
process of identification. 
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Moreover, the company may sometimes unintentionally expose western or upper middle 
class resources to flight attendants because of the servicing nature of the job. The 
company has to provide things that suit the tastes and expectations of business class or 
first class passengers, who normally belong to the upper middle class. Therefore it also 
opens those values to flight attendants. For instance, besides local magazines and 
newspapers, there are many foreign magazines such as Vogue, Wallpaper, Conde Nast 
Traveler and Home and Garden. These magazines are new to many cabin crews and they 
do not even know how to pronounce the name of them before they joined, except for 
those who have been studying aboard who may know about them. These magazines are 
very expensive, such as Wallpaper, which costs HK$100 a copy, and only sells in some 
high-end bookstores in Hong Kong. 
‘Taking a flight is just like taking a bus," said Sue, who always catches flight*^. 
(Participant Observation, June 2001) 
Every year, new joiners have three weeks annual leave and some of them will go 
A 
traveling with their ‘ID’ ticket and they have discounts by presenting their staff card in 
many four and five star hotels. Some crews will travel when they have a few Gs44 and air 
travel is almost like public transport for them. 
"With office work, when you go out during lunch time, you see everyone in the 
I 
streets, during weekend, everybody is going to the same place again, Causeway 
Bay, Tsim Sha Tsui, Mong Kok. Everybody goes to the same place and it is so 
crowded. This job is good, I don't think I will leave because I become too lazy 
now，’，says Justine. (Participant Observation, September 2001) 
42 'catch flight' is jargon; it means cabin crew fly to somewhere else, usually with an ID ticket. Once the 
crew is off work and gets off from the aircraft and goes to the arrival hall, he or she goes back to the 
departure hall immediately and checks in for a flight, but as passenger. 
'ID ticket', jargon which stands for Indemnity ticket, a type of staff ticket that allows staff to pay ten 
percent of the marked price. 
“ 'G' is jargon for f l i^t attendants in Samsara Airways, which means guaranteed days off. 
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“I was graduated in CUHK and I studied account. After I flew for two years, it is 
fun but I think it is a waste if I do not work as an accountant. Therefore I quit the 
‘ job and work in an accountant firm. But I could not stand the boredom of staying 
in the office, the time passed so slow and it was so boring. So I asked Samsara 
whether they would hire me again, they agree and I quit the accountant job and 
continue to fly," says a senior purser who has been flying for over ten years. 
(Participant Observation, March 2001) 
Both quotes show that the working culture of cabin crew is quite relaxing and when cabin 
crews talks about the advantages of the job, they often describe the job as 'not having to 
use their brain，，‘a good job for lazy people' and ‘has less polities' because we will rarely 
fly with the same person again. 
“ ‘I have become a King', that's what my grandson told me after he started 
flying’’，says grandfather of Andy. (Interview with Andy's grandfather, February 
26, 2003) 
"Who can have such a lifestyle like mine? I told my friend that I went to ski in 
Whistler (a famous ski resort, which is in Canada) last week, and the next week I 
am in Caims doing my scuba diving. (The Great Barrier Reef in Caims is a very 
famous place for scuba diving) Even a rich man has to earn money, how can he 
have free time to have fun?" says Edwin when we fly together to Caims. ‘ 
(Participant Observation, March 2001) 
The lifestyle of cabin crew focuses on life enjoyment and some even think their lifestyle 
is better than the rich, just like Edwin and Andy. All "Loyalists", "Listeners" and 
"Dreamers" are very willing to identify with those cultural values. These cultural values, 
are not only related to the company and to the image of cabin crew, but are also values 
shared by the society, Xers, and are very similar to the cabin crew's own intrinsic values. 
Therefore, cultural values have a very powerful impact in the identity formation of flight 
attendants. 
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Once cabin crews have experienced those upper middle class values, desires emerged and 
they have to satisfy through consumption and hyper-consumption'^^. 
ib 
“I have never been to any of the branded shop before I was a flight attendant. I 
don't even know the pronunciation of those names," says Mabel who is wearing a 
Carrier ring, a Rolex watch, and a Tiffany bracelet in her uniform. (Participant 
Observation, July 2001) 
Flight attendants also consume their identity by consuming branded goods. Branded 
goods have become another identity marker for the cabin crews, as well as a reference 
point by which they can appear to be upper middle class. Cabin crews have been seduced 
and drawn into the world of hyper-consumption. They attempt to buy the identity of 
flight attendant; they also hope to use these identity labels to tell others or convince 
themselves that they are affiliated with the higher class. 
Shopping becomes another identity marker for flight attendants, as they need social 
display for others to look at. The boundary between needs and wants has been merged 
and is not easy to separate anymore. Not only has the lifestyle of a flight attendant been 
deemed as an identifier, but products themselves become an identity label as well. Cabin 
crews attempt to "buy" the upper class identity through consumption. The shopping 
culture of flight attendants is regarded as an identity marker and the symbolic goods they 
buy now become a social display. Even though most believe that in postmodern society 
consumption and class stratification is not in a single direction, rich people can wear what 
the working class wear. We have to be aware that rich people will wear what the working 
class wear only to a certain extent, but not totally. Product becomes an identifier for cabin 
crews. A Louis Vuitton item becomes something that cabin crews need to possess in 
order to identify themselves with the flight attendant identity and be treated as an insider. 
The boundary between ‘wants，and ‘needs，is blurred. For instance, a Tiffany & Co. 
chain bracelet is definitely a ‘want’ instead of a ‘need，for most people, but for flight 
The industrial revolution gave birth to the middle class. They can earn money without working too hard 
and have more leisure time than before. But they are not from the aristocracy so they have to demonstrate 
their wealth through conspicuous consumption and conspicuous leisure to construct their identity. 
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attendants, that bracelet is not only a want, it takes on a "practical" use which helps them 
to be treated as an insider and to identify with the flight attendant identity. The bracelet 
hasljecome part of the identity. Therefore, is the flight attendant consuming because of 
their wants, or is it a need as well? The question is difficult to answer. 
Besides the bracelet, a dual time watch and a wig from Thailand or Japan has become 
part of the uniform, while pointed end shoes with jeans has become the ‘civilian，uniform 
when they are in outport. Cabin crews can recognize a crew member even if she is not 
wearing a uniform. Cabin crews have developed a specific shopping culture and they will 
buy specific products from specific places. For example, they will buy snacks and Fancl 
from Japan, lamb rack from Sydney, pashmina and mango from India, wooden giraffes 
from South Africa, smoked salmon from Canada, snow crabs from Alaska, Nutella 
chocolate waffle crisps and WMF cutlery from Frankfurt, Rolex and Victorinox from 
Zurich and clothes from H&Ms etc. All are reference points and identity markers that an 
individual can use to claim their membership as a flight attendant. The identity of flight 
attendants becomes a display of certain goods, products and consumption behaviors. All 
“Loyalists”，"Listeners" and "Dreamers", even “Rejecters，，have bought a lot of things 
when they work as cabin crews, especially at the beginning of their flying life. Inevitably, 
consumption has taken up a great part in the identification process of flight attendants. 
With all these economic, social and cultural reference points constructed by the company, 
both intentionally and unintentionally, the tastes and habits of crews change gradually 
and lifestyle can no longer be separated from the cabin crew identity. Therefore, the 
production of knowledge, classification systems, and the management of lifestyle through 
promoting specific values to flight attendants are all integrated regulation that an extrinsic 
motivation becomes fully internalized and becomes part of oneself (Deci & Ryan，2000). 
Cabin crews behave according to the company mindset because the activity becomes 
personally important for his or her value system and self-selected goals. “ 
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Discourse of Signs 
Language: learning the new 'Samsara' English 
A sign is the combination of signifier and signified. Signifier is about what you see, its 
outline, physical form and color, while the signified is its underlying concepts and 
meanings. Language"^^ is a sign, which is a discourse as well as a system of representation 
and we use it to transmit meaning, helping one another to construct the world. According 
to Hall (1997)，representation is a production of meaning through language. There are 
two systems of representation: mental representation is a set of concepts and images 
formed in our thoughts, a shared conceptual map; while language is another system of 
representations. Language is a shared conceptual map being translated into a commoii 
language; our thoughts and conceptions are translated into words, sounds or images. 
In Samsara Airways, the company, an advocate of capitalism, tries to promote and 
manipulate certain connotations of cabin crew such as lifestyles and values that we have 
discussed above. When the company gets enough power to stabilize these connotations, it 
becomes an ideology. In Samsara, through signifying practice*?，cabin crews use their 
special ‘Samsara English’ to reconceptualise the reality and subjectivity, changing 
c o n n o t a t i o n i n t o denotation. Flight attendants are inside a panopticon^® and self-
discipline themselves. As Samsara has cabin crew of eleven nationalities English 
becomes an official language. But since crews of different nationalities have different 
accents, these accents have been mixed up, adding to the special use of words and jargon, 
a unique ‘Samsara English' has been created. This language is combined of two main 
parts; jargon and a special English expression. Firstly, different industries have their own 
jargon, jargon helps to set up the group boundaries which inhibit outsiders from joining 
46 Language is not a mirror which reflects an independent objective world (reality), but a resource in 
'lending form' to ourselves and our world out of the contingent and is the orderly flow of everyday talk and 
practice (Shorter, 1993) 
47 Signif^ng practice is the process of producing signifier and signified. 
48 Connotation can be misread, arbitrary and does not have a fixed meaning. 
49 Denotation is less arbitrary compared to connotation and has a relatively stable meaning. 知 Panopticon is a round prison. There is a tower in the middle and everyone thinks there is a man on the 
tower monitoring oneself, so we will self-discipline (Foucault, 1972). 
51 Cabin crews of Samsara who are based in Hong Kong are comprised of eleven nationalities including 
Singaporean, Taiwanese, Filipino, Malaysian, Indonesian, Indian, Korean, JapaneserSri-L^kan, Thar and 
Hong Konger. 
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the conversation and encourages insiders to communicate more effectively, especially 
between flight attendants and passengers, which makes the cabin crew identity stand out 
and^the boundary become more visible. In the pre-course package, there is a glossary of 
jargon that the new joiners have to remember and they have to go through a written 
examination on these jargons. For instance, the main course of economy class is called 
'on tray', the silver tray in business class is called SUT, the soft drinks cart is called ‘A 
cart，and the wine is kept in 'B cart'. New joiners may have to make some effort to 
memorize this jargon, but after day-to-day practice it becomes practical consciousness 
and they can speak it naturally. This part of ‘Samsara English，is being leamt during 
training when new joiners practice it over and over again in the mock cabin. All types of 
informants are able to remember the jargon. 
Second, the mixture of different accents, intonations and use of words has produced the 
unique Samsara accent. For instance there is always a iar ' , 'ar' at the end of the sentence, 
and the intonation is similar to Asian languages. Andy tells me that whenever he tries to 
speak English in a normal way (similar to the westerners), everyone says his English 
accent is very strange and ask him whether he has been studying aboard. He tells me that 
his English is getting poorer as he is now used to speaking ‘Samsara English'. For the 
accent part, it is found that "Loyalists" and "Dreamers" can manage the accent better, 
while “Listeners，’ and "Rejecters" still speak in their own way but not in the Samsara way. 
This means preference to the flight attendant identity will help individuals to leam the 
1 
'Samsara English’ more eagerly and they will be active in finding out all related rules of 
flight attendants and identify with them. However, for those who do not like the flight 
attendant identity, they view the ‘Samsara English，as poor English and avoid identifying 
with it. 
Body Management: the way to groom 
Besides language, body gesture is an even more powerful identity marker in the 
identification process. In the past, scholars have separated body and mind, believing that 
it is the mind that chooses what to wear. Nowadays, our bodies are socially constructed, 
we understand identity from the angle of consumption to study how individuals buy 
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'needs' as well as 'wants'. This is an era the focus of which shifts from identity to body 
politics, from production to consumption. Identity is an ideology where the social 
construction of the body is a discursive one (Shilling, 2003). This part is to study how the 
company teaches flight attendants to use visual discipline to manage oneself. Jagger 
(2000) says that in the past it is the class that determines the body, but now it is the body 
that buys class. Flight attendants buy branded goods, believing that they will give them 
an identity of the higher class. 
In the Samsara Participant Brief, it says: flight attendant is not only a job but a lifestyle, 
people can easily identify who is Samsara staff by the way one talks and behaves, and 
therefore it is important that even when a flight attendant is in civilian clothes they still 
have to project a positive image as they are still identifiable as Samsara staff. It also lists 
some specific situations where one is easily identifiable as Samsara staff even they are 
not in uniform such as at crew hotels in outports, visiting Samsara premises, or while 
traveling as a passenger on Samsara. In these situations, it says Samsara expect cabin 
crews to conduct themselves appropriately and expect them to be polite, well-mannered 
and appropriately groomed. Cabin crews represent the corporate image and are part of the 
company assets. Therefore the company needs the appearance of the employees to carry 
certain symbolic capital. When we construct our body, we also construct our identity and 
use the body as a visual display. 
1 
For flight attendants, the uniform is only one of the many reference points in their ‘ 
identity formation process. The company attempts to manipulate cabin crews' bodies and 
minds, making them look similar, think similarly and act similarly. Most people think 
flight attendants are all the same, with the same uniform, same hairstyle, same makeup, 
and same smile. Passengers view flight attendants as a representation of the airline rather 
than as a person. Even in different airlines, flight attendants have a similar 'style'. Cabin 
crews also think that they look so similar and they cannot remember who they have been 
flying with. When we talk about flying experiences, flight attendants always remember 
the rank rather than the person's name. To them, all ISMs (Inflight Service Manager), 
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SPs (Senior Flight Purser), FPs (Flight Purser) and BCs (Bar and Cabin crew)^^ are more 
or less the same except that some are nice and some are not. Uniform acts as a boundary 
to divide passengers and cabin crews, whereas uniforms of different rankings further 
divide cabin crews into different categories. To produce similar outcomes, the company 
standardizes flight attendants and implements a set of rules for appearance to ensure the 
quality control of mass production of flight attendants. This body construction project 
includes rules related to uniform, body figure, grooming and behavior. And consumption 
has become very important in this body management. 
For the uniform, the company teaches cabin crew how, when and where to wear the 
uniform. Uniform makes cabin crew cover up their individualities and sets up a boundary 
of identity. As the uniform is a representation of the company, Samsara invites renowned 
fashion designers such as Nina Ricci and Dickson Poon to design the uniform from time 
to time, which makes new joiners feel good when they wear the uniform, because it is 
designed by famous fashion leaders. There is a type of cabin crew member who feels so 
proud of the uniform that she insists on wearing the uniform wherever she goes even 
though it is against the company rule, especially when she goes out with her boyfriend. 
She finds herself more attractive in uniform. Uniform also denotes discipline, which 
signifies order, control, authority, regulations, obedience, etc. When members are in 
uniform, they become more obedient and listen to orders more readily. Obedience seems 
to become obligatory. Also, uniforms make one less critical of the rules. Most of the time 
I 
we will accept the rules automatically and not question them. Uniform increases the 
legitimacy of rules and the control of the company. When I am in the flight attendant 
uniform, I feel I am also representing the company and I am more willing to obey rules 
because I am not just representing myself. I feel the rules are more ‘reasonable’. I am not 
a free agent because I am representing the company. With the uniform on, the power of 
discipline is in more than just obeying rules and orders; it controls our mind and behavior. 
It also limits our behavior and decides what type of behavior is appropriate. For example, 
we cannot chew gum or smoke in public. Besides, uniform displays the power of rank 
between different parties. For instance, there is a flight attendant who has successfully 
52 ISM, SP, FP and BC are the four rankings of flight attendants on Samsara Airways. 
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transferred and now works as a pilot. The attitude of the ISM towards this female pilot is 
very respectful. With the same person, but with a different uniform and different ranking, 
there would be a great impact on the communication pattern. Therefore, uniform is a very 
important boundary in identity formation. Those who love the flight attendant identity 
such as “Loyalists’，and "Dreamers" feel very happy and love the uniform, while those 
who do not prefer flight attendant identity such as "Listeners" and "Rejecters," do not 
like the uniform and some even prepare clothes to get changed into once they arrive at the 
airport when they come back to Hong Kong. 
The company also manipulates cabin crew by commenting on their body. When we are 
doing fitting in the uniform section, there is a lady who Ellis, who is responsible for the 
fitting section, who comments to my classmate that she has ruined the uniform. She said 
the uniform becomes so ugly when my classmate wears it. She then comments to another 
classmate by saying that she is too fat and has to go on a diet. She never smiles until she 
sees one of my classmates who has a very nice body figure. Through the comments of the 
company personnel, it reveals the set of laws that is imposed on the flight attendants' 
bodies. By listening to the comments of Ellis, we know what kind of body figure will be 
accepted by the company and what will not. Ellis is one of the key people in the invisible 
‘body management department'. Also, by watching the advertisements of Samsara, flight | 
attendants will know what kind of body figure the company wants their attendants to 
have. Although the training course does not cover much on weight, probably due to the 
discrimination law, there is a section on the pre-course manual which covers weight and 
emphasizes the importance of exercises. Inside the pre-course manual, it gives a body 
mass index (BMI) formula for new joiners to calculate their BMI and see whether they fit 
into the category. 
Besides the formal manipulation, cabin crew is in a panopticon and checking on one 
another. Chatting, gossiping and observations are ways for flight attendants to collect 
information and figure out the company's rules on body figure and the uniform culture in 
Samsara. After I had finished my training, one of the senior crew told me that she found 
her skirt was too short and her panties were easily seen by others when she squatted down 
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and worked. She tried to talk to Ellis but Ellis did not allow her to lengthen the skirt. I 
also found that some ISM's dresses are quite mini and only go up to the middle of their 
t h i ^ . Passengers' expectations of the physical appearance of cabin crew somehow 
affects the body shaping project of flight attendants. Nevertheless, the company does not 
manage the body explicitly and all four types of informants do not pay much attention on 
this issue. 
Moreover, the company constructs flight attendants through grooming rules such as 
accessories, skin care, nail polish color, make up color and hairstyle. It is very often that 
flight attendants go shopping together in the outport, exchange ideas on different brands 
of cosmetics, accessories and skin care products and end up buying and using similar 
products. Consumption helps flight attendants to consumer their identity; on the other 
hand, flight attendants reinforce their identity of consumer as they consume the flight 
attendant identity. 
In the Samsara Pre-Course Manual: Module 3，it says: Get that Classy Look - You should 
look smart, efficient, neat, and elegant in your uniform. Cabin crews may serve breakfast 
at 2 a.m., therefore they have to look good in any situation at any time of the day or night. 
Very few people look good in the middle of the night, but passengers will expect flight 
attendants to look good all the time. Female cabin crew must wear make-up when they 
are on duty because it creates a well-groomed and attractive appearance. 
For male flight attendant, it also has very detailed instruction in the Pre-Course Manual: 
Module 3: a conservative, neat and well-trimmed style is best for male cabin crew. 
Moustaches and beards are not acceptable with the uniform. The hair may extend only to 
the top of the shirt collar and extreme cuts，permed hair and wet gel hair are not allowed. 
Their side bums must not be shorter than the top of the ear and must not be longer than 
� the bottom of the ear lobe. They may comb their hair over their ears as long as it is not 
longer than mid-ear. The company has given clear instruction for female and male cabin 
crew to follow. All these rules refine the ideal type of flight attendant and set more 
identity markers for individuals to identify with. , 
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The Pre-Course Manual, Module 3，also reminds cabin crew to check their grooming 
during the flight and comb their hair inside the toilet without passengers seeing. It also 
rec(ttnmends cabin crew shampoo and condition their hair regularly, especially before a 
flight. The company penetrates deep down to an individual and acts even like a mother, 
teaching cabin crew how to put on nail polish and how, when and where to comb the hair. 
Since these values on body management and grooming are also intrinsic values of many 
cabin crews, all "Loyalists", "Listeners", "Dreamers" and even "Rejecters" follow the 
suggestion from the company because they think they are also benefiting by obeying. 
Last but not least, to complete the body project, organizing our body figure, using 
uniforms, make-up and hair styling guidelines to control us is not enough. We look 
similar but we also need to act similarly in order to look like a group. Samsara controls 丨 
the actions of cabin crew by teaching them how to behave. In the Samsara Participant 
Brief, p.28, it says: Cabin crew are expected to have good posture and look elegant. For 
example, they should not slouch all the time. Deportment is defined as the way one 
moves; that is, the way one walks, sits and stands, and one's general bearing and posture. 
It says deportment will make cabin crews look good and young and give them an image 
of confidence and reduce fatigue and tension. It suggests crews improve their deportment 
by paying attention to how they move and asking their friends to give them feedback on 
how they can improve. 
Also in the participant brief, it says: In most cases cabin crews stay in five-star hotels in 
outports. These hotels have high standards of dress and conduct for hotel guests when in 
the public areas of the hotel, e.g. lobby, coffee shop. Therefore cabin crews should be 
well-dressed and well-mannered in order to gain respect from other people. 
Both of these things show how the company teaches the flight attendant the right way to 
move. In this chapter on deportment, the company has mentioned how we should behave 
in public and teaches trainees different values and rules of behavior. 
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"Hey girls, remember that we are not allowed to run, even today is full load 
(full flight) and the flying time is short, we can only walk faster but not to run. It 
‘ looks very unprofessional," my supervisor Sharon reminds us in the briefing. 
(Participant Observation, May, 2001) 
Sharon is a very well groomed and elegant flight purser. She walks slowly in the flight 
and speaks softly. A good deportment is upheld in both formal and informal rules. 
Seniors recommend flight attendants move and walk elegantly, especially when we work 
in business class. Besides, the company also prefers flight attendants to behave well in a 
way that the company wants. It has a deportment handbook for each crew showing 
pictures of dos and don'ts. The company also recommends an "attractive way to walk"; 
teaches cabin crew to stand with the back straight and stomach in; to sit with knees and 
ankles together; to speak courteously with magic words; not to twiddle thumbs; not to 
twirl hair; not to pick or scratch ear nor nose; not to point with finger and not to run but to 
walk quickly. The company recommends its cabin crews follow those rules even when 
they are off duty. For instance when we are eating inflight, we have to close the curtain. 
Also, cabin crews are not allowed to chew gum or drink alcohol or eat any spicy food 
such as garlic and onion twelve hours before scheduled duty. Consumption goods are 
again an identity marker and become part of the uniform because almost every crew will 
wear girdles, support stockings and have a French manicure. Some skin care brands like 
Avene are also very popular among Samsara,s crew. Therefore, flight attendants not only 
wear the same uniform, stocking and girdles, making up in a similar way, doing their 
hairstyle in a French twist or with the popular ribbon hair clip, but they even wash their 
face with similar products and they are more and more alike to one another and the in-
group feelings grow stronger and stronger. 
“You can tell who is a flight attendant. It is very interesting, I don't know why but 
I can tell who is a flight attendant even when she is not in uniform. They have a 
look, said Vanessa, a "Listener". (Interview with Vanessa, January 22, 2003) 
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This ‘look，is "The total look” that the company wants. It is the physical appearance, the 
‘right，behavior that works together with the 'right mind，to create a total flight attendant. 
Th& similar style and taste make cabin crews look similar, even in civilian fashions^^. 
This 'total look，has solved ambiguity in daily life, as their flight attendant identity stands 
out all the time. The fashion is context-dependent and is an under-coding; it is similar to 
art, open to reading, with a lack of reliable, standardized or prescriptive interpretative 
rules. (Davis, 1992). In this diversified society, individual choice is risky to make, so 
people tend to follow group choices. Therefore, the construction of sameness uses 
different ways to manage the body: wearing of uniform, putting on make-up, specific hair 
styles, wearing nail polish. It also uses managing behavior: how to walk, talk, eat, touch^ 
serve - we become more alike to one another. The company increases the similarities and 
disguises the differences in flight attendants. We have increasing commonalities and 
these help us to further identify with the ‘flight attendants' identity. 
All these symbols will transform flight attendants into similar beings and strengthen the 
linkage between them and the company. They practice the jargon every day and listen to 
the Samsara English day after day. These become another boundary that separates them 
from 'the other' and helps them to identify with cabin crew. Not only “Loyalists，，and 
“Listeners，，who are conformists would listen to the company, even "Dreamers" also 
identified with the lifestyle unconsciously. Therefore, conformity to the company is not a 
critical factor in the identification process of flight attendants, but the conformity of the 
lifestyle is a crucial factor to determine how well an individual acquires the identity. 
Those who have the same intrinsic values in lifestyles will identify with the role 
completely. Nevertheless, conformity still has its functional value for informal rules, but 
not to the company, as all types of informants conform to the informal rules. 
Fashion is the ever-changing coding of visual conventions; the introduction of wholly new visual, tactile, 
or olfactory signifiers, or the retrieval of certain old ones that have receded from but still linger ip the 
memory (Davis, 1992). 
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Discourse of Space 
As human activity is distributed in space, it is fundamental to analyze space to see how 
the Identity is formed in different places，、Human interaction is situated in particular 
spaces that have a variety of social meanings (Giddens, 1984). To understand how space 
as a discourse constructs flight attendants' identity, we will examine two major 
workplaces of flight attendants: Samsara City and inside an aircraft. 
Samsara City: workplace, leisure place, consumption place 
Corporate culture has an inextricable relationship with identification. The more positive 
impressions one has towards Samsara City, the more one is willing to conform and listen 
to the company. Spaces are connected with activities and the construction of identity. 
Massey (1994) argues that space is not ‘empty，but is produced culturally by social 
relations. For example, when one watches television in a living room, there is a 
connection between such rituals; the spaces in which they are watched and the production 
of cultural identities. While a place is marked by a feeling, it is a space invested with 
human experiences, memories, intentions and desires which act as important markers of 
individual and collective identity. 
Samsara City is a spectacle in itself because not many companies in Hong Kong will call 
its office a ‘city’. It cost HK$4.9 billion (US$628 million)'; it includes three nine-storey 
office towers: the main building, north wing and south wing; a flight training centre with 
flight simulator and safety training school; a three-floor leisure centre; stores buildings; 
plus a range of staff amenities like a bank, supermarket and hairdresser. The city also has 
a 501-room hotel for use by the Samsara staff. Inside Samsara City, the boundary has 
been blurred by an implosion of workplace, leisure place and consumption place. Similar 
to the shopping mall that Shields (1992) has talked about, Samsara city has all kinds of 
activities that appeal to our senses. Inside Samsara City, it has an office, customs 
department, a company souvenir shop, bank, supermarket, hair salon, laundry, canteen, 
garden, gym, squash court, tennis court, swimming pool, library, vending machine, bar, 
Plaees-are the focus of human experience, memory, desire and identity. They are also discursive 
constructions which are the target of emotional identification or investment (Relph, 1976). 
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hotel, restaurants, training centre, mailbox area, etc. From time to time, different social 
activities such as yoga class, language class, product fair and fun fair produce new 
meanings of space. This spatial spectacle causes people to exchange looks and gazes 
through glass. People who work inside are well dressed. For instance, almost every 
female employee has a pashmina with them. Samsara city is divided into different living, 
working, consuming and leisure spaces. Each place and space, such as the crew lounge, 
briefing room, sign-in area, luggage area, mailbox area, uniform section and laundry has 
specific activities going on which act as important markers for the flight attendant 
identity. Samsara City allows practice of all the rules that a cabin crew has leamt, both 
formal and informal, and provide opportunities for cabin crews to display the lifestyles 
and membership of the flight attendant identity. 
Cabin Crew are cultivated inside the Samsara city by spending time inside the Samsara 
City where wants and needs can be satisfied. For the new joiners, their training takes 
place in different places in Samsara City. They have their service training in the main 
building, safety training in the flight training centre, lunch in the canteen, fittings in the 
uniform section, checking service plans in the crew lounge, getting rosters in the mailbox 
etc. 
"Sometime, before the flight, I will go to Samsara city to swim and do some 
exercises," said Heidi. (Participant Observation, September 2002) 
The company also creates leisure space for employees like Heidi to cultivate a relaxing, 
energetic and warm culture where cabin crew can maintain a stable and pleasant emotion 
before work. Samsara City is also an economic space where social exchange is marked 
by economic exchange. The company uses upper middle class products and lifestyles to 
cultivate cabin crews. It sometimes holds product fairs to launch new duty free items. 
Booths of cosmetics products, chocolates, jewelry and perfume, etc. will be set up along 
the ‘main street，outside the crew lounge in the main building. Cabin crews will receive a 
product fair stamp card in their mailbox. They just have to visit each booth, listen to the 
explanation of the promoter, collect a stamp and sample or gift. There 
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are also wine fairs where cabin crew can buy wine at a very low price. From time to time, 
Samsara will change the design of the inflight cutlery, plates and glasses and there will be 
a safle on those extra unused items. Instead of locating this inside the main building, it is 
sold opposite Samsara City in a building where the Flight Attendants Union (FAU) is 
located. There is a bridge between two buildings which acts as a boundary that the new, 
up-coming and upper middle class products will be sold in the main building, while the 
old, outdated items will be sold in the other building where the labor union is. 
After the training, the identity of cabin crew is manifested in another time-geography 
(Hagerstrand, 1973)，that is, mapping activities onto different places. Cabin crews will 
check-in the luggage in the check-in area, then swipe the staff card at the gate, put their 
overnight bag in the luggage area, go to the briefing office, the computer area, the 
laundry, the mailbox area, then go to the briefing room and prepare for the flight. 
Movements and pathways of cabin crews have been mapped to physical environments. 
During the course of these movements, cabin crews identify their activities and their 
identity with different places in Samsara City that flight attendants frequent. Employees 
of different departments will have their collective habits of using the spaces in Samsara 
City. The use of spaces and their presence in places becomes another reference point in 
forming the flight attendant identity. It is found that those who prefer the flight attendant 
identity, "Loyalist" and "Dreamer", no matter whether they are conformist or not, they go 
to the Samsara City more often and will arrive at the company earlier before briefing. 
They will spend their leisure times in Samsara City swimming, taking courses or having 
tea with another crew. While for "Listeners" and "Rejecters", they avoid spending time in 
Samsara City. They arrive at the city just before briefing and do not have their leisure 
activities in Samsara City. 
Inflight: Mixing up the private and public life 
Cabin crews have to go to the Samsara City for sign-in and briefing before every flight, 
but most of the time they work inside the aircraft. There are three main types of 
passenger aircrafts in Samsara: Airbus, Jumbo 747 and Boeing 111. Inflight is another 
space full of different places that are invested with memories, feelings, rules and identity. 
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Cabin crews practice and display their identity markers inflight and exchange information 
between one another, especially informal rules. Flight attendants also exchange 
information on what to consume when they chit chat in the galley. Consumption is very 
important for flight attendants in building their identity. Inflight is a space to boost the 
identification process of flight attendants because they have to display their body and 
behave in a certain way. As there is limited space inside an aircraft, cabin crews have to 
share the space with other attendants in the galley and the crew rest area and also share 
with passengers as well, in the cabin and toilets. 
When studying space, most scholars will divide it into front and back regions to illustrate 
a fundamental divergence in social spatial activity (Giddens, 1984; Goffinan，1959). 
Front places are constituted by places in which we put on a public 'on-stage' performance, 
acting out stylized, formal and socially acceptable behavior; whereas back regions are 
space where we are 'behind the scenes'. It is a place for preparing public performance or 
where we can relax into less formal modes of behavior and speech. Inside an aircraft, we 
may divide the front place as one where cabin crews have to deal with passengers, such 
as the cabin; while the back places are places like the galley, where cabin crews are 
'behind the scenes', preparing for the public performance of distributing meals and 
service, or the crew rest area where cabin crews sleep. Although there are some 
boundaries that separate the front and the back stage, not all these boundaries are 
impermeable. Some boundaries are rigid, such as the door of the crew rest area where no 
passengers are allowed in, but other boundaries, such as the curtain between galley and 
cabin, which flight attendants have to close when they are preparing for the meal or when 
they are eating, some passengers will still open the curtain to ask for what they want. 
Nevertheless, the curtain and the door of the crew rest area are only boundaries 
separating front and back stage between cabin crews and passengers. In fact, space and 
time is not an absolute, but is relationally defined, and social space is dynamic (Massey, 
1994). For every cabin crew, both front and back stages are still front stages to them. The 
social-cultural world is said to be spatially organized into a range of places in which 
different kinds of social activity occur - places of work, places of leisure, places of sleep, 
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places to eat, places to shop, and so forth. However, inside the aircraft, cabin crews have 
to share all these spaces and places. They eat together in the galley, sleep together inside 
the trew rest area and work together in the cabin. Some cabin crew who are close friends 
will even share the toilet together. Even though each cabin crew member has their own 
bed55，they are in the same crew bunk area where one can see others sleeping. Many 
crews will get changed when they rest, but some of them just change in front of everyone 
else. Some crew members will also remove their skirts and sleep with their blouse and 
stockings on. Some aircraft like the Airbus have a small curtain in each bed which can 
cover part of the bed, but still not the whole body. Privacy inside the aircraft is limited. 
> 
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Moreover, space is implicated in questions of power and symbolism; that is, the power-
geometry of space (Massey, 1994). For instance, ISM takes up a specific bed because the 
company says it is easier for other crews to know where the ISM is in case of emergency. 
But the power of the ISM is also being displayed by taking up that particular bed. Also, 
there is a reading light in each bed in the airbus aircraft, but there is an informal rule that 
cabin crews are not allowed to read during the crew rest time because they will disturb 
others. One of my informants was not sleepy so she grabbed a magazine and planned to 
read during the rest time. Although she had closed the curtain, the seniors still 
complained that her reading light was too bright and disturbing, so she had to switch off 
the light and lie down, even though she could not sleep. In this small crew rest area, lots 
of informal rules are formed by the seniors. Some other examples, like having to use 
plastic bags to wrap our shoes before getting into the bed to avoid the bad smell and we 
have to keep quiet as much as we can, even when we are to buckle up the seat belt or 
removing the blanket from the plastic bag. 
Inside the aircraft, cabin crews will share places with different people: caterers, engineers, 
cleaners, cockpit crew, flight attendants, ground staff and passengers. All of them will 
•have certain social expectation of cabin crews (Rose, 1993). Sharing a small space will . 
Although each flight attendant sleeps in one bed at a time, the crew is divided into two sets, so no one 
really has his or her 'own bed'. We can say they have their 'bed' within a certain period of time, but the 
bed itself is shared by the other^halfof^the-erew^in flight. It is shared by every flight attendant in Samsara. 
And there are around 6000 flight attendants in Samsara. 
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easily lead to conflicts, but we cannot lose our temper and we have to control ourselves. 
Instead of trying to control ourselves and hold our temper, it is better to conform to the 
others, that is, by following the informal rules and thinking in the same way, so we will 
not get angry and admit that such is the way to do things. Therefore emotion management, 
which is also a type of informal rule, is necessary and the aircraft becomes a good place 
to practice and see how well we can manage the emotion. An aircraft as a common space 
acts as a catalyst in the identification process; it socializes people to act and think in a 
uniform fashion. We leam the rules, conform to the rules and live with it. Therefore, 
every cabin crew is being watched and watching others for the whole journey inside the 
aircraft, so they have to perform in a certain way which involves acting sometimes. A | 
flight attendants have similar job duties, they fly to the same countries, stay over in the 
same hotels, work in the same cabins, they have common experiences that they can share 
with one another. For instance, most junior flight attendants have experienced hard times 
from their seniors; they will talk about it in another flight and they will feel that someone 
is experiencing the same things as well. It is also common for cabin crew to copy a list of 
haunted hotel room numbers to avoid any scary experiences. Also, when they gossip and 
chat in a long haul flight or in the outport, information such as travel, cooking, childcare, 
or shopping experiences is exchanged. Many crews will eat in the same restaurant, go to 
the same shops, and buy the same products when they are in the outport. Some of the 
crews will even share rooms in the outport, even if it is the first time they have met. All 
these commonalities in the use of space and time-geology create a collective experience 
and construct a collective identity. It is found that all “Loyalists”，"Dreamers", 
"Listeners" and "Rejectors" will appear to conform to the informal rules, especially when 
they are inside an aircraft. 
In sum, before joining Samsara, all induction trainees have their own lives, friends and 
social groups. After they join, they have a new social group and new friends. The training, 
uniform, roster, job nature, rules of the company, informal rules, consumption habit, taste, 
time-geology, use of space and places, i.e., the overall lifestyle, has constructed the 
boundary between the ingroup and outgroup. The more visible and invisible discursive 
resources are used to construct this boundary, the stronger the boundary becomes a n d f e 
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more obvious the differences between the ingroup and outgroup will be, which further 
enhances the identity of flight attendants. The more flight attendants are willing to stick 
with the identity and be proud to be in this group, the more stable this group will become. 
All these discursive practices build up the core of the flight attendants' identity, and this 
identity grows as a snowball and gets more and more powerful in the third stage. 
Conformance vs Performance 
I am interested in finding out whether conformance to company will accelerates one's 
identification process towards the flight attendants' identity. However, later in my 
research I discovered that conformity to the company is not the crucial factor t6 
determine the speed of identification. Rather it is the conformity to the informal rules that 
dominates. "Loyalists", "Dreamers”，"Listeners" and even "Rejecters" have broken 
company rules in some way, but none of them try to challenge the informal rules. 
Informal rules are more powerful than the company formal rules under some conditions 
but vice-versa in other circumstances. Therefore, I reframed my analysis by perceiving 
cabin crews as a stage where formal and informal rules compete. In this struggle, private 
image often occupies a predominant position in the non-verbal communication between 
cabin crews. But the public image becomes dominant in their verbal interaction, 
especially when they are dealing with passengers. This public image is also performed 
among crews in some way. In this chapter, I have examined three discourses, namely 
"knowledge" that covers formal rules, informal rules, classification systems and lifestyles; 
"signs" that cover language, uniform, grooming and behavior; and "space" which covers 
the two workplaces of flight attendants, Samsara City and inflight. The company attempts 
to accelerate the identification processes of cabin crew by manipulating these discourses. 
However, cabin crews do not conform to all of these and competition and performance 
issues arise. 
In the discourse of "formal rules", "ranking", "uniform" and "Samsara City", cabin crews ‘ 
cannot resist or negotiate with the company easily. Although there are cabin crews who 
are critical of some company rules, they are not willing to violate these rules in practice. 
They cannot go to work without wearing the uniform and showing up in Samsara City. 
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Refusing to compromise with the norm may lead to suffering from a hard time given by 
other crews, or even risk severe "punishment," such as losing the job, or lack of 
economic capital. In these discourses, the company prevails in the construction of cabin 
crew identity. No matter they are "Loyalist", "Dreamer", “Listener，’ or "Rejecter", they 
have to obey the rules if they want to stay in the company; while in the discourses of 
"informal rules", "lifestyle", “language，，，"grooming", "behavior", and "inflight", 
violation of the company ideology is "less severe", and cabin crews have more room to 
negotiate with the company. 
“I will take off my shoes in the bus, the high heel is so painful," Danielle tells me 
when I meet her in the bus. She is wearing her uniform and looks very tidy on her 
upper body, but she has taken off her high-heeled shoes. (Participant Observation, 
May 2002) 
Through comparing the narratives of the company, we can explore their strong 
recommendations to be elegant. However, cabin crews are able to justify this and permit 
them not to be elegant under certain circumstances, as Danielle does. Danielle is able to 
make well-articulated rationales (that she feels pain) to defend her removal of shoes. 
Nevertheless, Danielle will not remove her shoes in some places, such as inside Samsara 
City. To preserve this freedom of negotiation, she avoids removing shoes in the 
workplace, and only removes them when she thinks no one can see. It also involves 
performance, so that when a senior walks by, she can pretend that she is fixing her shoes. 
All four typologies have performed and negotiated with some formal rules and 
"Dreamers" appears to perform the most. 
However, in the same discourse, but in a different time and with different crews, 
resistance to company rules is sometimes desirable, especially inflight. When the whole 
team of crews is fond of 'da bao' and gossip, conforming to these informal rules, even 
though they are against the company rules, is highly appreciated. Cabin crew can assure a 
higher CPP, having better relationships with other crews and being treated as an insider. 
All fout^typologies^have the experience of violating company rules in some ways, such as 
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all of them having the experience of 'da bao'. Also, besides Mui (Loyalist), all other 
"Loyalists", "Dreamers", “Listeners，，and "Rejecters" have pretended to be sick. 
Performance is found among flight attendants, between cabin crew and passengers where 
cabin crew will pretend that they do not hear people calling them and they do not see any 
call light on. A case at the clinic would show the performance of cabin crew. Inside the 
clinic, it is the show time (Field study, May, 2002). 
"Are you a crew too?" Amy asks. 
“Yes，，，Bele says. 
After a pause, Belle talks again. .i 
"What are you going to tell the doctor?" Belle says. 
“I don't know," Amy says. 
"Let's collaborate. It's not very good to say the same illness to the doctor,” Belle 
says. 
“I think I will tell the doctor I have a back pain," Amy says. 
“So I tell him I have a diarrhea then，” Belle says. 
When we enter the doctor's room, we have to pretend to have the claimed sickness. To 
perform well, we have to understand the symptoms of that illness first of all. When cabin 
crews first start flying, they will ask the seniors about reporting sick and the seniors are 
happy to share with them lots of techniques on how to report sick. They will tell the 
crews which doctor is easy going with giving out doctor certificates and will give more 
sick leaves. They also teach crews about the symptoms and the process. 
"Which sickness is good?，，Amy asks. 
"You can say you have a back pain. Back pain is difficult to check whether it is 
true or not. When you see the doctor, you tell the doctor that your back is painful. 
Then he will ask.you to move around and ask you whether it is painful or not. For 
example, he will ask you to touch your toes, or bend your back. Whatever the 
doctor ask you to do, you just try a bit and stop, saying that is too painful to go 
any further. Then the doctor will write you a Feference-letter and arrange 
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physiotherapy for you. You just follow and go to do the physiotherapy, just take it 
as an exercise," Belle teaches Amy. 
‘ 
Besides pretending to have back pain, Janice teaches Amy about another type of sickness, 
diarrhea. Amy reminds Belle to drink a can of soda water before visiting the doctor, 
because when the doctor uses the stethoscope he will hear some noise which is similar to 
the moving of the intestines. Therefore, although sometimes cabin crews are really 
getting ill, the term 'report sick，connotes 'pretending to be sick，. It is full of lies and 
drama in this industry. 
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“Once an ISM asked me to bring two piles ofPVC glasses as he is bringing some 
wine for us to drink in the coach once we arrive at the outport. Although it is 
against the company rules to take company property, I did it，，，says Cat. 
(Participant Observation, May 2002) 
As ISM is the highest commander beside the cockpit crew inflight, therefore, cabin crews 
will stay away from the company rules and identify with the ISM's informal rules. 
Nevertheless, cabin crews can only stay away from some company rules but not all. They 
can resist some company rules if they could get support from other crews, especially 
from the seniors. Different crews will have different standards on how much one can 
deviate from the company rules, therefore cabin crews have to observe and act carefully 
according to different circumstances. 
In the above sections, I have discussed how new joiners collect resources and construct 
their flight attendant identity in different discourses: discourses of capital, signs and 
space. After the first stage of the identification process, where individuals collect related 
information from the media, family, peers, past experience and the company, this chapter 
focuses on the second stage of the identity formation, where organizational assimilation 
(Jablin, 1987) occurs. In the discourse of capital, through training, knowledge is being 
produced. Cabin crews leam the formal rules and company requirements while they leam 
the informal rules and the senior requirements inflight. All these rules are identity 
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markers for cabin crews and this refers to the external regulation of the SDT theory. After 
practicing these rules over and over, cabin crews will leam when to observe formal rules 
andiwhen to observe informal rules and get a balance. The skill of performing is therefore 
being refined as well, and the introjected and identified regulation take place. With the 
help of the company, cabin crews open themselves to specific economic, social and 
cultural values through which a lifestyle in alignment with the company way is gradually 
formed. In the discourse of signs, cabin crews identify with different signs, such as 
“Samsara English" and body management to further identify with the flight attendant 
identity. Two major workplaces of flight attendants, Samsara City and inflight, are spaces 
that are filled with various human experiences, memory, desire and identity. They are aij 
identity marker in themselves that flight attendants can identify with. It is also a place 
where flight attendants can practice the rules they have learned. All three discourses 
interact with one another and cabin crews finally identify with the flight attendant 
identity in a relatively stable state. As identification is a process, and is never complete, 
the company tries to maintain the flight attendant identity in several ways, which leads to 
the third level of identification. Among the four typologies, "Loyalist" and ‘‘Dreamer，， 
adopt the informal rules, flight attendant lifestyle and "Samsara English" quickly and 
manage their body actively. They visit the company more often and are more willing to 
participate in leisure activities inside Samsara City; whereas for “Listeners’，，although 
they have identified with the formal and informal rules, they do not like the flight 
attendant identity and avoid speaking "Samsara English，，. Also, they do not like to 
manage their body in the flight attendant way and they will not go back to the company 
unless it is necessary. Their identification speed is slower than for a “Loyalist，，or 
"Dreamer". "Rejecters" are the least identified subjects, and they follow the informal and 
formal rules just for avoiding punishment. They neither identify with the lifestyles nor the 
signs of flight attendant. Same as "Listeners", they will not have their leisure activities in 
Samsara City and they do not hang out with their colleagues. It is only a temporary job 
for them and they will leave the company once they find another job. 
To conclude, cabin crews leam to behave correctly in this stage of identification. They 
will be rewarded with the membership of being an insider if they perform correctly. It is 
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an interesting phenomenon. It is the label of "flight attendant" that attracts individuals. 
When the label is articulated with some informal rules, even though they are against the 
company rules, they will still conform to it. Therefore, the preference for flight attendant 
identity is highly related to the level of identification rather than the conformity to 
company. How can a company maintain this built identity of flight attendants? It is one 
question I want to answer in the next chapter. I will detail how the company uses more 
training, reward and punishment, monitoring systems, in-house publications, intranet and 
discussion groups to monitor flight attendants to make sure that they identify with what 




Chapter 6 Keeping it in shape: Maintenance of Identity 
Since there is no automatic connection between the various discourses of identity, class, 
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gender, race, age, etc., they can be articulated together in different ways (Hall, 1996). The 
company articulates different discourses in certain ways for cabin crews. We are in post-
Fordism, where labor mobility increases and the job is not the most important thing in life 
anymore, especially so to the Xers. The company needs strategies to boost the 
identification of cabin crew. The proliferation and diversification of contexts and sites of 
interaction prevent easy identification of particular subjects with a given, fixed identity, 
so that the same person is able to shift across subject positions in accordance with 
circumstances. Therefore, the company manipulates cabin crews intercontextually. It 
constructs knowledge, rules, classification systems, signs, spaces, places and lifestyles to 
make sure the cabin crews make continual identification with the company's flight 
attendant identities in whichever contexts they are in. It constructs desires for cabin crews, 
modifying their lifestyles and values, convincing them to think that these are their own 
desires as well. After building up certain connections using different discursive resources, 
in this chapter we attempt to examine how the company maintains this articulation and 
identity through reward, punishment, training, monitoring systems and publications. We 
will perform a textual analysis of the training materials, in-house publications, ISD 
(Inflight service department) homepage of Samsara, and some discussion groups, 
message boards and personal websites of cabin crew. This is the third stage of 
identification in which the organization plays a main role to teach flight attendants values, 
norms, roles, attitudes, skills, mental outlooks and required behaviors. It is still in the 
phase of organization assimilation in the Jablin model. 
Reward and punishment 
The company maintains the identity of flight attendants by a system of rewards and 
punishments. By giving out rewards, individuals will prefer to behave in accordance with 
the company way and identify with the company's values and norms. The company 
launches some incentive programs from time to time to encourage cabin crews to act 
according to the requirements of the company. Some campaigns, like ‘Simply the Best， 
are to encourage passengers to nominate the best flight attendant; whereas 'Crew to 
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Crew，invites cabin crew to nominate another who induces good teamwork, 
communication and service. However, the 'Crew to Crew，form becomes a symbolic 
tok如 that some seniors will use as a reward for obedient juniors. The prize of the awards 
also correlates with the image of flight attendant, for instance, when I receive a 
compliment letter, the company encloses a facial coupon as a reward, which encourages 
me to further identify with the ‘beautiful，flight attendant image. Besides these awards 
and compliment letters, other benefits also act as pull factors for individuals to identify 
with the role more eagerly. For example, increase of social and cultural capital; increase 
of social mobility and consumption power; travel benefits; flexible working hours and 
free time so that some crews can have a part-time job or set up their own business. Flight' 
attendants still have a relatively high social status so that many people in Hong Kong still 
admire56 this job to a certain extent. Other benefits such as free club entry, discounts in 
shops and restaurants, medical care and reporting sick whenever one wants^^ are also pull 
factors for flight attendants to identify with the job. All these awards and benefits act as a 
motivator and as evidence of achievement. Cabin crews become more attached to the 
company, more willing to change their behavior and identify with the cabin crew identity. 
However, there are also push factors which make an individual avoid identifying with 
cabin crew, such as the casual sex image; no job satisfaction; health problems such as 
back pain; rumors and gossiping. 
"When people asked me what my job is, I always tell people that I worked in 
Samsara, but I would not tell them I am a flight attendant," says Sally. 
(Participant Observation, February 2002) 
56 In one of the flights, there were a group of girls in their twenties on board. At the end of the flight, one 
asked us to take a picture with them and they told us that flight attendant is their dream job. We encouraged 
them to apply, but they said their English is not good enough and they are not tall enough. They kept on 
praising us and saying that they admired our job and envied us. 
57 "Where can we report sick as easy as in here (Samsara)? There is no sense of responsibility and it is so 
convenient to report sick. We just ring and report sick, that's it. In other jobs, I feel embarrassed when I go 
back to the office the next day because my colleagues will ask me about my sickness and they have to share 
my workload when I am sick. But in Samsara, they only call the standby crew when there is someone 
reported sick, and I have to standby as well. When I standby, I am also called by the company because 
someone has reported sick. So why don't I report sick whenever I want, to be fair?" said Nancy. 
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All these push factors reduce the willingness for crews to identify with the cabin crew 
identity. The company keeps quiet about some push factors and tries to create solutions, 
like‘providing better medical care for health problems and arranging more training for 
attaining job satisfaction, making employees feel they are learning something. In this case, 
reward and punishment is effective to monitor the behavior of cabin crews. It also helps 
in the identification process by encouraging flight attendants to identify with a specific 
sets of rules. Subjects in all four typologies avoid punishment and do not dare to violate 
the formal rules. But "Loyalists", "Dreamers" and "Listeners" pay lots of attention to the 
rewards. This is because "Loyalists" and "Listeners" believe that the rewards can help 
them with their promotion while “Loyalists，，and "Dreamers" gain job satisfaction by 
receiving these rewards and would further identify with the job. "Rejecters" try to avoid 
punishment but do not care about rewards. 
More and More Training 
Besides, the company maintains the identity through never-ending training. The more the 
cabin crews practice the same sets of values, norms, attitudes, and knowledge over and 
over again, it will become a routine, and will be tacitly understood. Cabin crews will 
become similar and the in-group coherency will also be stronger, thus maintaining the 
built identity. Every year, cabin crews have to go through two trainings: ART (Annual 
Refreshment Training) and AEQ (Annual Emergency Procedure Training - ‘Q，stands for 
three types of Aircraft that Samsara has). ART is a one-day workshop in which different 
ranks of cabin crews come together. It aims at refreshing service skills, and to remind the 
cabin crew of the mission and vision of the company, and to provide a chance for cabin 
crews of different ranks to communicate. Each year it focuses on a different topic, such 
as hygiene, or ways to deal with unruly passengers. For AEQ, it is a three-day safety 
training program. It allows cabin crews to revise inflight safety, emergency procedures, 
and first aid knowledge. There is a competency test on the last day, which is required by 
the CAD (Civil Aviation Department) in Hong Kong. These trainings make cabin crew 
feel that they are professional, up to standard and gaining job satisfaction, which makes 
individuals more willing to identify with the flight attendant role, because they feel good. 
Flight attendants have to renew their membership every year by passing this AEQ 
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competency test. I assume that "Loyalists" will pay lots of attention during training 
because they are conformists and prefer flight attendant identity. However, a "Loyalist" 
thinks ART is very boring and meaningless. While for AEQ, as it is required by the CAD, 
all crews pay more attention to it. 
Monitoring Scheme 
As identity can never be completed, the company has to monitor cabin crews to ensure 
that the required identity markers are still salient in individuals. The company has 
launched different monitoring systems to quantify the performances of cabin crews. 
There are two main systems: CPP and TIP. CPP (Crew Performance Profile) is a system 
to monitor the performance of flight attendants. On each flight, every member of cabin 
crew except the ISM will be given four marks by their supervisors concerning aspects of 
their self-presentation, business awareness, service and teamwork. The marks range from 
1 to 5. All the marks that a crew member has accumulated in a month will form a curve 
from which a median will be derived . Cabin crews can check their marks from the 
company 'IntraSam' webpage, where they can see their marks and at what percentage 
they compare to other crews of the same ranking. The top five percent are those who 
perform very well. TIP (Team Insight Programme) is held every March, June and 
September, where cabin crews give marks to the ISM and their supervisors. There are 
statements on which cabin crew have to give marks ranging from 1 to 5. Very often the 
supervisors and the ISMs will be nicer to the juniors during the TIP month. 
All these points become a reference point for cabin crew to self-monitor and as an index 
of how well they identify with the corporate identity of flight attendant. Cabin crew has 
to make sure that their CPP, that is, their performance, is not below average if they want 
to keep their job. "Loyalists，，and "Listeners" are more serious about their CPP and check 
it every month once the CPP is being updated. Whenever their marks are below average 
or they do not get lots, of 4s, they become unhappy and worried. "Dreamers" tend to 
ignore the CPP sometimes and may not check it every month, but they take the TIP more 
seriously. They think it is the only chance that junior crews can reflect to the company 
about how well or how poor their seniors do. 
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In-house Publications 
As there are lots of changes in post-Fordism society, the company needs to update flight 
attendants with new changes of rules and procedures through in-house publications to 
keep the built identity. In-house publications provide reference points and identity 
markers for cabin crews to identify with and to keep their membership updated. Flight 
attendants receive three in-house publications from the company: Samsara World, CCN 
and Jet Jet. All publications are written in English because employees are from different 
countries. Samsara World is distributed to all employees every month. It takes a company 
perspective and covers company news; contents also include introduction of departments, 
staff feedback, travel tips provided by foreigners employed to introduce their home 
country, health tips for staff and recreation activities, etc. Samsara World creates a sense 
of internationalism and a big family feeling. 
The other two publications are dedicated to cabin crew. JeUet is a magazine that 
publishes about twice a year. The publishing dates are not fixed. In the Festive Issue 
2001/2002 of JetJet, the editor said: Mary oozes glamour and sexiness while still 
managing to look natural. She has worked with Samsara for eight fun years and still loves 
the job. More than beauty, she is also a talented poet and we will publish some of her 
work later. The editor also praises the people in Samsara, saying she is proud of the cabin 
crew because of their immaculately coiffed hair, freshly pressed uniforms and beautifully 
made-up faces. The editor uses a quote of international artist Jennifer Lopez, "grooming 
is everything," to celebrate the idea of grooming. 
All these words of the editor show flight attendants with a glamorous, classy lifestyle 
making them proud of being a cabin crew. It embodies the ‘glamorous，idea of flight 
attendants by covering different ‘classy lifestyles' of cabin crews. There is a slogan on 
the cover page, saying "It's Cool To Be Crew", which fully reflects the lifestyle and 
dignity of being a cabin crew that the company is trying to promote. The layout is very 
similar to those female fashion magazines in the market, with a model looking like cabin 
crew as the cover girl. 
90 
This issue of JetJet also recommends cabin crew visit Galerie Martini's 5出 Anniversary 
Summer show in Central, which features paintings by Konstantin Bessmertney. The 
conipany recommends cabin crews visit galleries as a display of lifestyle. In the content 
of JetJet, it has recommendations on books, films, art galleries, beauty salons, and 
restaurants. Most of these are located in Central, the central business district of Hong 
Kong, and it offers discount for cabin crews. The discount and the feeling of high culture 
seduces flight attendants into further confining their activities within the company's 
choices. The company somehow moulds the cabin crew lifestyle, use of space, choice of 
activities and helps them to set a new boundary. It also introduces different resorts and 
places for cabin crew. i 
In the late summer issue 2002 of JetJet, it introduced an island in Australia where cabin 
crew could stay in a motel equipped with a Jacuzzi, sauna and a heated swimming pool. 
Instead of introducing the famous Opera House or Darling Harbour in Australia, it 
introduced Kangaroo Island, the third largest island off the Australian mainland. It is 
important to notice that most places that are being introduced in JetJet are not popular 
places that an individual can find in normal travel agencies. Rather, it is a place of 
lifestyle, for relaxing, and chilling out and is not too commonly known by the general 
public. 
Sometimes there is even coverage of more popular places like Cebu in the Philippines. It 
teaches cabin crew to stay away from tourists and relax. In the festive issue of JetJet, it 
suggests cabin crews stay in simpler accommodation to taste the everyday life of the 
Cebuanos. It is almost like an upper middle class person, who would like to stay away 
from the general public. The company helps cabin crew to be different and teach them 
what lifestyle is. Besides culture and travel, JetJet also has a beauty section focusing on 
what new products have been released by different cosmetic brands, the colors of the 
coming season^^, books about beauty and some beauty and make-up tips. Beauty is one of 
58 "On the catwalks of London, Milan and New York, the Autumn/Winter Collections 2001 saw the likes of 
Gucci, Calvin Klein and Anna Sui's models sporting smoky, dramatic eyes coupled with less defined, lips. 
Lauder has taken this look, modified it and produced a make-up collection called ‘In Colour' perfectly in 
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the elements of glamour. By learning what is the trend in the fashion and cosmetics 
industry, flight attendants leam how to display their physical body. However, this 
ma^zine is quite female-oriented and rarely covers content for male flight attendants. 
There are no cover boys nor beauty or fashion tips for the male crews. JetJet also covers 
cooking and posts some recipes. It shows pictures of children of flight attendants, 
pictures of newly promoted flight attendants, snap shots of cabin crew and hobbies of 
cabin crew. The hobbies being published in JetJet are usually relatively upper middle 
class hobbies such as pilates and horse riding. This suggests the kind of hobbies that a 
cabin crew member who has a lifestyle will do and readers may be affected and generate 
positive feelings towards those hobbies. i 
Through sharing and introducing of culture values and way of life such as where to travel, 
where to eat, what to do in leisure time and what books to read, together with the special 
discount that the salon or hotel is offering, cabin crews will sometimes follow these 
recommendation; the modification starts gradually. JetJet is the foundation and nutrient 
provider for the concept of glamour. This notion of being glamorous is not just about the 
outlook, but the company tries to manipulate the cabin crew. Just like the company 
highlights the Rolls-Royce engines in Boeing aircraft in the pre-course package, the 
company tries to shape their cabin crews with a lifestyle comprising high culture and this 
involves conspicuous consumption in some way. In this case, the company does not have 
to force its cabin crews to identify with the identity, but individuals will articulate those 
sets of values eagerly and automatically because they treat those as their own interests as 
well. 
The third publication is CCN (Cabin Crew News). It is another publication dedicated to 
flight attendants. Different from JetJet, this covers hard company information such as 
changes of policy, service flow or crew hotels. It is distributed to every flight attendant's 
own mailbox once a week. Simply speaking, it is an update of company rules. Cabin 
crews have to read it in order to get the updated information about what and how the 
tune with this season's sophisticated collections." Written in an article in the Festive issue 2001/2002 of 
JetJet. . 
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company wants flight attendants to carry out the service. It is also an update of identity 
markers for members to keep renewing flight attendant identity and membership. It is 
also, a communication platform between the company and crew. Feedback from crew on 
different policy changes will be posted. It has different sections: the "Star Letter" section 
posts compliment letters to cabin crews; the "Inflight Service Development & Standards’， 
section focuses on the launching of any new service, such as teaching flight attendants 
how to fix the new Samsara Delight drink for the business class passengers; the 
"Business Update" section covers news in the airline industry, such as merging between 
airlines; the "e-business update" section teaches cabin crews how to get their e-payslip 
from the intranet as it would not be printed out anymore; "Sports & Recreation，，�’ 
"Headland Hotel" promotion page; "The Classifieds"; and "information comer," which 
lists telephone numbers of different departments and some reminders on Samsara events. 
Different from the features magazine JetJet, which moulds flight attendants' lifestyle, 
CCN acts as a cabin crew newspaper which provides updates of the company news. Both 
provide sets of identity markers for flight attendants to refresh their membership. For 
those who conform to the company, "Loyalists" and "Listeners", they read every issue of 
CCN carefully, while "Dreamers" will just have a quick scan or ask the others what that 
issue is about, but will not study it closely. "Rejecters" pay attention to none of these; 
they just flip it over and sometimes even ignore it. This implies that the more they are 
interested in the in-house publications, the better they identify with the role of flight 
attendant. It also implies that in-house publications help "Loyalists" and "Listeners" most 
in maintaining the built identity and it helps “Dreamers，，to identify with the job in some 
ways too. However, it does not work on "Rejecters". 
Intranet as a virtual community centre 
The virtual ‘IntraSam，homepage takes up a crucial role in the identity formation process. 
It is a virtual community hall for cabin crews that they can dial up at home or connect to 
from any web port with a login name and password. Inside IntraSam, each department 
has their own website but all have a similar layout and style to other departments. For 
flight attendants, their virtual home is the ISD (Inflight Service Department) homepage. 
This electronic culture offers more flexibility and scope in the construction of identity 
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projects and these electronic technologies are also the means to increase surveillance and 
control (Thompson, 1995). Flight attendants will access this intranet to check their pay 
slipr bid for their leave period, give TIP marks to their seniors and to know how well they 
performed by checking CPP; swapping flights; checking who is flying with whom and 
others' flying schedules, etc. Among all of these, the e-swap system is the main interface 
through which cabin crew communicates. Every month cabin crew can swap their flight 
four times. They will post an invitation to give their flight away or ask for a certain flight 
on the e-swap invitation board. On the invitation page, there is a space for remarks where 
cabin crews usually type their reason. It is quite normal that people make up fake reasons 
in order to convince the other party to accept the swap. One of my informants tell me he 
will type 'having an exam' or ‘need to go to school，in the remarks. Cabin crews will also 
post their telephone number so two parties can talk about the swap directly. Some cabin 
crews will even offer 'taxi fare，(money) in order to get the flight they want. 
Besides the ISD homepage, cabin crews will also visit the benefit centre homepage to see 
what discounts or entry waiver they can get with their staff identity card; or to log on to 
the "travel help desk" to check on the price of rebate tickets and hotel special promotions. 
They will also login to the 'common access system，to issue an ID ticket. The virtual 
community hall enhances communications between cabin crews and acts as a space to 
display identity markers. In this era, information technology makes the society more 
interactive and self-updated because of which, cabin crew have to keep re-inventing 
themselves in order to keep up with the changing identity. "Loyalists", "Listeners", 
"Dreamers" and “Rejecters，，all visit the ISD homepage regularly, especially the e-swap 
system to swap their flight. 
Internet 
Communication is closely related to identification and more communication will 
presumably lead to greater identification. Therefore, I assume cabin crew will 
communicate through personal homepages, discussion groups, and message boards on the 
Internet as well. In one of the personal homepages of a Samsara flight attendant, he had 
posted lots of photos that he has been taking all around the woridr^ere is also a place 
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for his secondary school classmates or friends to leave him messages. Nevertheless, the 
website is a group boundary. For instance, a picture of him in uniform on the homepage 
distinguishes him as a flight attendant. 
Besides personal homepages, many portal sites have message boards and some 
individuals have started a flight attendant page. However, most who speak in those 
boards are not flight attendants, but are those hoping to become a flight attendant and are 
asking for advice. The most popular topic on the message board is about beauty tips from 
flight attendants, where around 800 messages have been posted. Sometimes someone 
who claims herself to be a flight attendant will answer them once in a while. There are 
also males posting messages saying they would like to date a female flight attendant. The 
public hopes to understand more about flight attendants through these message boards, 
but flight attendants are not eager to communicate with the public. Flight attendants 
remain mysterious and difficult to get hold of. It is not easy for an outsider to get into the 
flight attendant's world. 
Among different types of Internet resources, there are two websites that Samsara flight 
attendants visit more often. They are the hkfa.com and the sharkfin.com. The shark 
fin.com focuses on Samsara airline only. In both websites, there are private discussion 
groups that are only open to flight attendants of Samsara. For instance, in the shark 
fin.com，individuals have to enter the sick reporting telephone number in order to get 
permission to read and write on a private discussion board. The choosing of this question 
by the Webmaster suggests that reporting sick is a culture of flight attendants, and that 
Samsara，s cabin crew would be able to answer it easily. This private discussion board is 
about company policies, rumors and gossip, such as voting for top ten ISMs - normally it 
implies the most bitchy^^ one. However, not many crews participate actively on the board. 
The power of this discourse is not very strong. Flight attendants collect information 
through gossiping inside the aircraft more than through visiting these websites. 
59 ‘Bitch’ is a poput^X^ecfTve that cabin crews of Samsara Airways will use to describe the others.who 
have given them a hard time. 
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I assume the Internet will be a virtual place for Samsara cabin crews to identify with one 
another. Surprisingly, only a few flight attendants visit those websites regularly. Most 
cabih crews have only visited the site a couple of times but not as a regular and active 
participant. I find that the Internet is more a place for non-flight attendants to express 
their imagination about flight attendants and for those who want to become flight 
attendants to ask for joining tips and advice. There are also people asking flight 
attendants for beauty tips and some males looking for a flight attendant girlfriend. 
However, not many flight attendants are very eager to reply. But still, by reading those 
messages on the board, it strengthens the group boundary and solidifies the identity of the 
flight attendant. Although these personal homepages and message boards do not boost the 
identification directly, they still act as a meeting place between insider and outsider. The 
private discussion groups also act as a virtual community hall where cabin crew can 
gossip and exchange information. "Loyalists" and "Dreamers" are most interested in 
these discussion groups, which shows that those who prefer flight attendant identity are 
eager to find out as many identity markers as they can, especially those of informal rules. 
Systemizing identification 
Samsara uses different systems and platforms to maintain the preferred articulation of 
flight attendants and to update them with new sets of identity markers. The company 
aligns with the prescription of the market ideology by fulfilling the desires of 
individualization, such as the request for one cabin crew member per room in the outport 
(Ritzer, 2001). The company also promotes productivity by offering different training 
courses and encourages rationality by emotion management training. It also creates an 
open and democratic attitude through implementation of swapping and the annual leave 
bidding system; it offers pleasure by highlighting a hedonistic and enjoyable life culture; 
it creates an information society through intranet, ED ticket issuing machine, sign-in 
system and other technologies, and makes employees secure with comprehensive medical 
care. Through different marking systems, the company attempts to increase the efficiency, 
predictability, calculability and control in the identification process. The company 
believes that systems can shape an individual effectively, monitoring their behavior and 
accurately reflecting the performance of cabin crew. However, I find that it does not 
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really reflect how well a cabin crew is treating the passengers or communicating with 
colleagues, but is still a good indicator to show how well they do perform. Jack, who has 
verj' high CPP marks, is a “Loyalist” who treats passengers badly but is very nice to other 
crew members. Therefore, using systems to monitor identification can only reflect the 
exterior performance of cabin crew towards their supervisors, but not how well they treat 
passengers nor how well they identify with the company. It is more an indicator of how 
well they perform in the company way. Using rewards and punishments, training and 
monitoring systems remind cabin crews what the company wants and as a show-time for 
flight attendants to perform. The system is most useful in maintaining the built identity of 
"Loyalist" and "Listener". i 
Compared to the monitoring systems, in-house publications and intranet have a better 
effect on maintaining the cabin crew identity because it contains new identity markers 
where cabin crew have to read and leam in order to refresh their membership. For the 
Internet however, although it strengthens the in-group and out-group boundary when 
flight attendants are chatting with an outsider, it does not have a great impact on most 
flight attendant identity formation. Only a few cabin crew members will visit those 
websites regularly. 
Therefore, the monitoring system is more effective in maintaining the flight attendant 
identity of those who conform to the company, such as "Loyalists" and “Listeners，，； while 
in-house publications, intranet and Internet are more useful to the "Loyalist" and 
“Dreamer，’ who prefers flight attendant identity and will actively seek identity markers. 
However, there is no way to urge "Rejecters" to identify with flight attendant because all 
the identity-relevant behaviors do not yield any desired outcomes for them and they 
become unmotivated. "Rejecters" neither conform with the company nor with the private 
rules, nor do they prefer the flight attendant identity. One of my two "Rejecter" 
interviewees resigned five months after I interviewed her and the other kept on searching 
for a job. In sum, manipulating soft factors such as lifestyles is the best approach to 
maintaining the identity of flight attendants because it is an intrinsic motivation. In such 
cases, behavior stems from an individual's own interests, activities and values and is the 
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most complete form of internalization. Reward and punishment is an external regulation 
in the beginning, but after everyday practice it will become an introjected regulation, so 
thaUthe external rewards and punishments are now represented internally in the form of 
self-esteem-related feelings and appraisals. Cabin crews will reach a higher level of 
identification when they are regulated by identified regulation and integrated regulation 
(Ryan & Deci，2001). 
i 
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Chapter 7 Conclusion & Discussion: 
Resistance, Consumerization, Internalization 
h r 
The building of identity, or we can say, the occupational culture, is complex and involves 
interactions in different contexts. In the first stage of identification, people gather 
discursive resources regarding flight attendants from media, family, peers, past 
experiences and the company. Once the new joiners cross the border of contract signing, 
they are transformed from an outsider to an insider. However, there are still many phases 
and borders to cross, such as training, examinations and ranking. The expectations of new 
joiners are refined after they have attended the recruitment talk and read through the pre-i 
course package. They leam to re-allocate their usage of time. In the second stage of 
identification, Samsara Airways makes use of a different discourse in constructing their 
ideal persona of a flight attendant. In the discourse of capital, induction trainees go 
through intensive training to leam the formal rules and become acquainted with the 
informal rules once they start flying. The company also constructs the lifestyle of flight 
attendants by controlling their economic, social and cultural capital. In the discourse of 
signs, new joiners have to identify with different signs such as "Samsara English’，and 
body management to claim their flight attendant membership. As space is where flight 
attendants practice the formal and informal rules and display their lifestyle, therefore 
workplace is also an influential factor in the identification process. Cabin crews mostly 
display and practice their identity markers in Samsara City as well as inflight. The 
integration of the workplace, leisure place and consumption place in Samsara City, 
together with the mixing-up of private and public life inflight, makes the in-group 
coherency stronger and stronger. The group boundary is reinforced and the flight 
attendant identity is stabilized. However, as identification is a never-ending process and 
is never complete, this leads flight attendants to move to the third stage of identification, 
where the company tries to maintain the relatively stable corporate identity of a flight 
attendant. This involves reward and punishment, more training, monitoring systems to 
monitor the identification of the flight attendant, making sure that they are still identified 
with the required sets of identity markers. Besides, the company sets new identity 
markers and reminds the crews of the existing identity markers through different in-house 
publications. Also, with the help of technoIogy~suclras Intranet and Internet, flight 
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attendants have a virtual community hall where they can communicate with each other. 
The more communication, the greater the identification, as the identity of flight attendant 
is bfeing solidified and some may mistake the flight attendant identity as one's ‘real core， 
self. 
The four types of cabin crews identify with the flight attendant identity at different paces 
and levels. The more an individual likes the identity of flight attendant, the better their 
identification. "Loyalists" and “Dreamers” who prefer the flight attendant identity show 
initiative and are active in the identification process through their socialization to the 
informal rules, lifestyles, signs and spaces. Both categories of subjects spent much of 
their time in Samsara City and were eager to dig out any news or rumors about the 
company as well as the crew. They identified with the flight attendant role quickly. 
"Listeners，，identify at a slower pace because they do not like the identity of cabin crew 
member. As they are conformist, they are scared of punishment and therefore they try to 
find out all formal and informal rules and identify with them. However, they avoid going 
back to Samsara City and do not leam the "Samsara English." Surprisingly, they do 
conform to the lifestyles and body management because those values are in their self-
interest. For the "Rejecter", it is only a temporary job for them and they are planning to 
leave the company, therefore they do not identify with the flight attendant identity at all. 
Therefore, through production of knowledge, manipulation of lifestyles, cultivational 
usage of spaces, systems, publications and never-ending training, the company believes it 
has produced the ideal flight attendant. Through daily practice, cabin crews have 
identified with both the company as well as others through informal rules. These two sets 
of rules are not necessarily antagonistic to one another but help to reinforce one another. 
The relationship between the private image and public image of flight attendants seems 
polymorphous. This inspires me to ask, "How do flight attendants identify with both 
official and unofficial rules during the identity formation process?，，Social theorists tend 
to answer this question by referring to “socialization，，and "internalization". 
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Identity formation is often reduced to a linear process of accommodating difference to 
sameness. With extensive training, on-the-job experiences, lifestyle, tastes, values, 
languages, uniform, body management and way of using spaces, flight attendants become 
similar to one another and the collective identity is gradually formed. New joiners search 
for reference points in order to feel secure while the company feels happy to provide 
specific reference points and tactics to keep the flight attendants under control. After 
repeated practice, individuals will internalize all these discursive resources and view 
them as their own interests and values. Therefore, cabin crews undergo a process leading 
from socialization to internalization until they become "canned" and are identical to one 
another. ; 
However, I find this contention, as well as the theory of "internalization", does not fully 
explain the case of Samsara cabin crews. First, there are three types of flight attendant 
identity: public, corporate and collective identities. Public and corporate identity of flight 
attendants, or we can say images, are similar to one another. It is found that flight 
attendants do not identify with the public and corporate identity of flight attendant. They 
do not identify with everything the company provides; rather, they follow the senior's 
reference points, that is, the collective identities, which may sometime imply behaving 
against the company's rules. Second, the concept of identification is a process of 
consumerization. In a post-Fordist consumption market where each individual is attached 
to different identities, the market is there to meet the needs of consumers who seek 
products that give them particular identities. The more identities an individual has, the 
more things they have to consume in order to build those identities. Third, theorists still 
have a hidden idea of the "real self in the bottom of their heart in studying identity, while 
on the other hand they agree that there is only a 'constructed' self. Therefore, it is the aim 
of this paper to re-interpret the concepts of "internalization". In the sections to follow, I 
will draw concluding remarks from my findings. 
Resistance against private and company rules 
The concept of resistance has a long history. Resistance is a form of revolutionary class-
consciousness in capitalist work organizations. For Marx, resistance is interpreted as 
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"struggle against the fundamental defining feature of the capitalist mode of production, 
exploitation of labor through the generation and extraction of surplus value" (Marx, 
19^) . To define resistance, Bennett (1998: 171) said it 'is an essentially defensive 
relationship to cultural power that is adapted by subordinate social forces and 
circumstances where the forms of cultural power in question arise from a source that is 
clearly experienced as external and other'. In this research, I interpret resistance as 
struggle between the formal rules and the informal rules. It is found that the power of 
resistance to the formal rules is stronger than the power of resistance to the informal rules. 
Some flight attendants resist the company rules, even in a passive way and resisting 
secretly, very few of them will resist the informal rules manifestly. i 
When studying organization socialization, the company is taking a dominant position in 
shaping flight attendants. Employees are believed to have limited space for negotiation 
and could hardly resist if they wanted to keep their job. Although flight attendants 
identify with some informal rules, they will be incorporated and inserted into institutions 
and structures that support the dominant image. Public image has more power over the 
private image and flight attendants are forced to compromise. 
As being a flight attendant is the dream job for many people, especially females, together 
with the travel opportunities and the glamorous lifestyle projected by the airline company 
and the media, the company believes that trainees will treasure the opportunity and will 
be willing to leam and acquire whatever the company teaches. Oppositional discourses 
from this collective identity seem impossible to form, and positive public sentiments will 
be consolidated because of the positive image of flight attendants. Also, due to the 
economic downturn, there is intense competition for jobs. Adding to the extra benefit of 
twenty-one days' annual leave, rebate tickets and travel opportunities, it is believed that 
people are willing to identify with whatever the company teaches. 
However, I find that there are three types of flight attendant identity that a cabin crew has 
to identify with. They are the public identity of the flight attendant, the corporate identity 
of the flight attendant and the collective identity of the flight attendant. The public and 
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the corporate identity are similar to one another and it is the public image of the cabin 
crew, such as always being smiling, nice and elegant. However, what I find in this study 
is that most flight attendants identify with the collective identity. They identify with the 
private dominant culture more quickly and intuitively. New joiners are gradually 
cultivated to leam all the private icons, thanks to the grey area of the company policies 
and the fact that this is a human oriented-industry. Junior cabin crews make a bricolage of 
this resistance with the public-imagined image and the private image to create a new 
conception of flight attendants' identities, which allows them to satisfy all the company's， 
seniors' and their own needs. The company has noticed the breach of rules of some flight 
attendants and has implemented corresponding policies. For instance, there is a noticg 
saying flight attendants can only take one used newspaper that passengers have read after 
the flight. This notice has been strongly criticized by the crews and they take a middle 
way in resistance. They take a new newspaper but mess it up a bit and make it look like 
somebody has read it before. 
When it comes to the discourse of "company property" in the aircraft arena, which is 
controlled by cabin crews without ‘company people', they demonstrate a strong belief in 
taking company property as a natural behavior. This 'da bao，is the number one rule in 
the private culture and identity of flight attendants. Thus, it is unfashionable to follow the 
theoretical assumption that the relationship between company and employee is a simple 
dichotomy of training and domination. Human beings are good actors and especially so in 
the case of flight attendants. There are struggles between the public/corporate identity of 
flight attendants and the collective identity of flight attendants which involves 
performance to smooth out the discrepancy. I find that cabin crew identify with the 
collective identity more readily than the company may want them to, but each individual 
can perform well in front of passengers and other flight attendants with the public image 
in mind. The concept of 'emotional labor，is only a name and flight attendants act 
according to the name in front of the public; they do 'deep acting,' but this acting is riot 
without consciousness. 
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Therefore, both private culture and public culture are as powerful as each another and 
both have strong roles in the identification process. This can be seen from the fact that 
both "Loyalists" and "Listeners", who conform to the company rules, also conform to the 
informal sets of rules. Both categories resist neither the formal nor the informal rules. But 
when it comes to times that the informal rule and formal rules contradict to one another, 
they will resist the formal rules but not the informal rules. More importantly, even 
"Dreamers" and "Rejecters", who do not conform to the company, they will conform to 
these informal rules as well. The collective identities will resist the corporate and public 
identity furtively. It shows that private culture has a similar or even greater effect on 
cabin crews. Flight attendants have to identify with both cultures in order to be treated as 
an insider. Although the public dominant culture, that is, the public/corporate identity of 
flight attendants, seems to have more power over the informal private culture (collective 
identity of flight attendants), this power difference does not apply to the case of flight 
attendants. Both public formal rules and private informal rules are as powerful as one 
another during the identity formation. When some formal rules are contradictory to the 
informal rules or vice-versa, flight attendants handle it sophisticatedly through acting. 
The resistance is never explicit in front of the public dominant culture, but it could be 
explicit to the insiders. Flight attendants will not challenge the formal rules overtly. In 
order to survive and not be sacked by the company, they resist behind the surveillance 
and perform in front of the surveillance. “Dreamers，，are the best at acting in order to 
survive under both cultures. 
Although the surface meanings seem to be opposed to one another, both private and 
public cultures are not totally antagonistic but simply operate in two different spaces and 
times. Some of the private rules violate as well as support the public rules at the same 
time. For example, cabin crews are not allowed to take things away because this is 
against the company rules, but at the same time, it reinforces the identity formation of 
flight attendants because taking things away is also part of the flight attendant private 
culture. 
104 
In sum, the term ‘resistance，is only valid when we discuss the private culture and public 
culture relatively. When cabin crews are found to be resisting company rules, they are at 
the ‘same time following the informal rules. They are both resisting and accepting at the 
same moment, but by different rules. However, both rules contribute to the identity 
formation of flight attendants. Therefore, instead of calling it resisting, I will call it 
‘nomadic，that cabin crews perform with the required image under different 
circumstances. 
Consumerization: reciprocal identification and consumerization 
i 
In chapter 5, we examined how flight attendants consume branded goods in order to buy 
the flight attendant identity. Goods have become identity markers and act as group 
boundaries. The concept of identity has been linked with different products in the 
capitalist world. When we study on identity and consumption, it is very common to talk 
about the consumption of identity, how individuals consume products in order to buy 
certain identities. But I would like to provide another view to examine the relationship 
between identity and consumption. On the one hand, consumption helps an individual to 
build an identity, but on the other hand, the process of identification also reinforce an 
individual to leam to be a consumer and strengthen the consumer identity as well. The 
process of identification is a process of consumerization at the same time. 
Consumerization is a process of how an individual leams to be a consumer and acquires 
the identity of a consumer. None of us are bom to be a consumer but are constructed to 
become one through our practices. It is different from the idea of commodiflcation, which 
gives an exchange value on something that is believed to be genuine and non-consumable, 
such as feelings or sexuality; the concept of consumerization here is about the identity 
formation of the consumer in each of us. Everyone acquires the identity of a consumer 
throughout life. 
When talking about identity and consumption, lots of studies focus on the consumption of 
identity. This study would like to reveal the reciprocal relationship between identity and 
consumption. It is a process that helps cabin crew to build the identity of flight attendants 
as^^tras the identity of consumers. We leam to buy and consume throughout our whole 
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life. Whenever we have a new identity, it becomes our culture to consume identity in 
someway. For example when we have the identity of student, we have to buy stationery, 
school bags, uniforms and books in order to identify with the role. In the case of flight 
attendants, the life of flying is almost like entering a school of consumption, learning how, 
where, what and why to buy; learning how to consume in a flight attendant way. For 
instance, every flight attendant has to buy cosmetics products and they normally buy 
them in an outport, because it is cheaper and a buying habit has been formed. They will 
buy certain branded skin care and cosmetic items from certain places such as Biotherm in 
Singapore, Avene in Paris, Clinique in Auckland, Fancl in Japan, Tony & Tina in Canada, 
Jurlique in Australia and body care brands such as Boots in Thailand or London, etci 
There is a close relationship between brands and flight attendant identity. Consumption 
behavior is an important identifier for cabin crew, and new joiners have to leam these 
habits through interaction as the company does not cover this. 
Through consumption, learning what to buy and where to buy, new joiners will buy lots 
of things, especially in the first year of flying. Shopping forms a large part of the private 
image of flight attendants. This shopaholic culture infiltrates into the cabin crew with the 
help of the company. Identity formation becomes closely related to products which act as 
identifiers. The more often we change our identities, the more often we have to consume 
something in order to display our new identity. The process of identification is also a 
process of consumerization, teaching individuals what to buy and what not to buy. An 
individual is not only learning to become a flight attendant, but also learning to be a 
consumer by practicing the consuming behavior over and over again for their whole life. 
Rethinking Internalization 
Most academic studies emphasize the process of identification in a single direction, no 
matter how many different discourses have taken part in the formation process. They are 
all going from outside to inside, from out-group to in-group, focusing on the concept of 
'internalization'. However, this reinforces the concepts of 'real self which contradicts 
what the general academic field has agreed on as our 'constructed' self. The uprising 
contradictions between 'construction' and ‘internalization，should be bome in mind in 
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research studies on the identification process. We should be aware that there is no real 
self for us to mould; the term ‘internalization’ is misleading. If identification is an 
intdhialization process, flight attendants should have become more obedient and 
conformed with the company's formal rules. As time goes by and through continuous 
practices, cabin crews would not dare to violate the formal rules and should become a 
tame lamb. Or if the informal rules have a stronger power than the company's formal 
rules, cabin crews should have identified with the informal rules. However, the data in 
this study shows neither of the above assumptions to be true. I find that individuals 
conform to both formal and informal rules at different times and places. None of my 
informants conform to formal rules or informal rules totally. Instead, they change 
according to different circumstances. The identity formation of flight attendants is not a 
deepening process but a horizontal development. Cabin crews take time to practice in 
order to shift freely between different types of rules. Identification is not a deepening 
process. It is neither a process from difference to sameness, nor a process of alteration of 
an individual from the outer self to the inner self. It is only because we commonly define 
the term identification as 'sameness' and then we try to frame the reality with the concept 
of sameness and believe those sameness we found really exist in the reality. For example 
a boy named Nico, we identified him as The Nico when he was a baby, and even his body 
cells were keep on regenerating, when he became 25 years old, we still believe that he 
was the same Nico. But that was not true, what remained the same was only the name 
that we called him, but not Nico himself. This Nico was different in each moment but we 
used language to take a snap shot of things and believed that was true. We forgot that it 
was only our language, our subjective desire to crave for sameness in order to fit into the 
definition of the dictionary. In fact, each moment is different and there is never a single 
entity which is being internalized. Similarly to this study, flight attendants react 
differently in different times and spaces in order to survive, there is not really a process 
from different to same in the reality, there is no a single real self for a flight attendant to 
^ be internalized. 
Therefore, the term ‘internalization，is only a dichotomy concept and we should be 
conscious that we are within a frame, as language is an unavoidably powerful instrument 
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to understand the world. Every measuring instrument has its strength and weakness and 
we should be aware of the limitation of using language to explain the world in relative 
concepts through comparison. We should not imagine that through high differentiation, 
increase of expert systems, and finely defined use of language that we can peep through 
the ‘truth，between different frames. This truth is only a relative truth but not an absolute 
truth. We are just watching with another lens and constructing another conceptual world. 
In the era of information technology, non-stop technological innovation creates an 
interactive society for us to live in. In this everlasting reinvention process, tons of 
knowledge is produced and decentralized. According to Giddens, we are living in a world 
of reflexivity; we resemble a snake dancing in front of the mirror. Through watching the 
mirror we find ourselves; each moment there is new knowledge and we need constant 
monitoring and forever chasing after the new knowledge. I support the idea of Giddens 
but I would like to refine the idea of reflexivity as I do not think there is a real snake 
dancing, but reality is a reflection of each moment. There is no real snake that can exist 
independently. 
Representations of flight attendants will never be stable and are always under competition. 
Identification will never be complete (Hall, 1997). It is a common belief in academia that 
human beings are being institutionalized in this highly differentiated society; every 
individual is forced to choose and we tend to choose according to the group choice 
because we do not want to take risks. It is common to say that we are dehumanized 
because of the over-development of the expert system. However, I think it is an inter-
dependent relationship between institution and individual. I do agree that flight attendants 
are being institutionalized in some way, but the company has also become humanized in 
a sense. Both the company and flight attendants are inter-related and inter-dependant. For 
instance, flight attendants' performances have been quantified into figures, but on the 
other hand the company develops lifestyles and creates a corporate character. 
To conclude, the identity formation of flight attendants is constructed in different 
discourses with numerous discursive resources. New knowledge is continuously^being 
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created and flight attendants have to update these reference points continuously in order 
to maintain their membership. The identification process is endless. There is never a 
contplete internalization and there is no core self to be internalized. Flight attendant is not 
an objective identity, but a process of choosing among a plurality of choices. I hope this 
thesis will have a theoretical contribution in the field of identity and give people new 
insight to study identification and to re-interpret the concept of internalization. On top of 
other related researches, this thesis gives another angle to study flight attendants identity 
formation. It is also the first research on flight attendants which has participation 
observation. Moreover, I hope this thesis can remind people the limitation of language 
that we are using everyday, but not to forget to celebrate its utilization on the other hand. J 
In the above sections, inspired by the case of flight attendants, I have discussed the 
concepts of resistance against public and private culture, consumerization, and the 
rethinking of internalization. When I was conducting my research, there was a mass 
recruitment of flight attendants to Samsara Airways. Flight attendants were pleased to 
share their views and we had fun during training, inflight, and in outports. When I had 
left the job for nine months and talked on the phone with one of my flight attendant 
friends, I was particularly impressed when she said, “you have left the company for more 
than half a year, why are you still thinking about it?" I have not worked as a flight 
attendant for nine months. In the beginning, I still felt that I was part of the group and I 
could identify myself with flight attendants. However, at the gathering last week, I found 
that there were lots of changes: the company has a new procedure to apply annual leave, 
changes of crew hotels, opening new routes. Sets of new knowledge have been created 
within the past nine months and it was the first time that I strongly felt that my 
identification with flight attendant was fading. I could not understand all their dialogues. 
I felt how awkwardly and strangely my friends looked at me when we talked about my 
thesis on flight attendants. They become so defensive and avoided saying anything about 
the company; just like the way Hochschild was treated, all of them become public 
relations people 'handling' me. I could see that at the end of the year when the company 
starts to fly to Beijing, I will be have moved from the insider to the outsider. 
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There are simply too many changes and happenings in the past months and what I 
covered in this thesis could only represent the identification process of a small group of 
people. The identity formation processes of flight attendants are ever-changing and we 
could never grasp a two-year identification process of a small bunch of people and 
generalize the findings to all flight attendants in the Samsara Airways or to other airlines. 
When I was conducting this research, I experienced many interesting pastimes and 
inspiring stories in the flying life. With multiple subjectivities of being a "student", 
"flight attendant," and "researcher", I sometimes felt like a traitor when I was writing this 
thesis. I was strongly moved by every part of what I had experienced. Nevertheless, it i法 
impossible for me to include all the raw data in this thesis which aims at exploring the 
process of identity formation of flight attendants. No one could explore every facet using 
concepts as an instrument. Therefore, I should confess that what I observed and what I 
have represented in this thesis is merely a small part of the whole ever-changing 
identification process. However, in the re-thinking of internalization and with the 
emphasis on reflexivity, I hope this thesis will act as a reminder for other studies on 
identity construction. For instance, the informal rules and company rules having the same 
power during the identification process. Besides identifying with flight attendants, 
individuals also learned how to identify with customers. Identification is also a process of 
consumerization. After all, it is a tradition to study identity using the concept of 
internalization, but it is actually impossible for individuals to internalize something into a 
real and core self as the real self never exists in the conceptual world. 
Study is for the purpose of knowing the truth, but the absolute truth could never be 
studied using the instrument of concepts, just like we could not see infra-red with our 
eyes and hear ultra-sound with our ears. We should understand our limitations and 
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The Relative Autonomy Continuum With Types of Identity-Related Regulation, the Processes through 
Whi(Hi They Develop, and the Contexts That Promote Their Development and Operation. 
Types of regulation Developmental processes Social contextual facilitators 
Amotivation 
Complete Lacking Complete absence of Inconsistent responses from 
lack of intentionality; internalization, interest, or belief others; noncontingencies 
autonomy behaving as a in relevance of behavior. between behavior and 
I function of an outcomes; indicators of 
unregulated drive, incompetence; irrelevance of 
emotion, or external behavior or outcomes. 
force. 
External regulation 
Intentional Internalization only of Coercive or strongly / 
responding controlled information relevant to operating pressuring practices that ” 
primarily by external within the controlling emphasize reward and 
contingencies. contingencies. punishment contingencies. 
Introjected regulation 
Behavior controlled Internalization of contingencies Relatively controlling 
by internal of worth and information about contexts characterized by 
contingencies related the activities and attributes that conditional affection and 
to self-worth and are instrumental for approval regard, 
generalized approval, from significant others, 
accompanied by the 
experience of 
pressure and anxiety. 
Identified regulation 
Relatively volitional Internalization of the personal Autonomy-supportive context 
action regulated by importance of the activity relating to target individual 
one's sense of the through consciously identifying from his or her perspective 
importance of the with its meaning and value. and supporting choice and 
activity or role for initiation, 
one's values and self-
selected goals. 
Integrated regulation 
Acting autonomously The reciprocal assimilation of Autonomy-supportive context 
from an integrated the target identification with that not only supports 
sense of sense, in other identities, needs, and initiating but also encourages 
accord with a aspects of an integrated self. a mindful consideration and 
coherent identity. exploration of values, needs, and regulatory processes. 
Intrinsic motivation -
Volitional Differentiation of one's general Affordances provided that 
engagement in interests and skills within allow one's interests to be 
activities out of specific activities or domains pursued and sharpened in the 
interest and and then integration of those context of optimal challenge, 
Highly spontaneous with other aspects of the self. informational feedback, and 
autonomous satisfaction. supports for exploration and 
autonomy in action. 
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Appendix 2 Induction Training Time Table 
Day 1 Samsara Orientation Day 1 Day 22 Language w 
Day 2 Samsara Orientation Day 2 Day 23 Inflight Sales 
Flexi Benefit Talk Day 24 Grooming Check 
Day 3 Grooming/ Deportment Reporting for Duty 
Dental Charting CPP/TIP 
Day 4 Grooming/ Deportment Day 25 Familiarization Duty 
Dental Charting Day 26 Familiarization Duty 
> • i 
Day 5 Aircraft Tehnical Day 27 Familiarization Duty 
Day 6 Safety Training Day 28 Health Talk & Service Skills 
Day 7 Safety Training Day 29 Service Skills 
Day 8 Safety Training Day 30 Service Skills & US Visa Application 
Day 9 Safety Training Day 31 Service Skills & US Visa Application 
Day 10 Safety Training Day 32 Service Skills & US Visa Application 
Day 11 Safety Training Day 33 Service Skills & US Visa Application 
Day 12 Safety Training Day 34 Services Skills 
Day 13 Safety Training Day 35 Services Skills 
Day 14 Safety Training Day 36 Services Skills 
Day 15 Safety Training Day 37 Services Skills 
Day 16 Safety Training Day 38 Service Mindset & Class Photo 
Day 17 Passenger Announcement Day 39 Simulated Flight 
Day 18 Service Mindset Day 40 Roster Duty, Lunch with F/A Team 
Day 19 Service Mindset Salary Calculation, 
Day 20 Service Mindset/Physiotherapy Talk Help Us / Help U Talk 








http ://www, vucheecrew.net/phpBB2/ 
Training Materials 
1) Pre-Course Manual: Induction Training j 
2) Participant Brief 
3) Volume 5 
4) Volume 6 
5) Flight Operation Folder 
5) Dress and Deportment Handbook 
6) Economy Class Service Training Handbook 
7) Business Class Service Training Handbook 
8) Passengers Announcement Handbook 
9) Same Team, Same Dream VCD 
10) Induction Training Video 1999 
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